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ABSTRACT
This research was motivated by recent developments in the provision of 
tourism higher education in Brazil and by the author’s experience as a lecturer 
in that country. The existing models of quality management in tourism higher 
education are critiqued and a focus on the student voice on quality is 
advocated as an alternative. The following research question was the starting 
point for the study; What is quality in tourism higher education and how can it 
be improved according to the students’ voices? It aimed at identifying the 
most important elements of quality for a positive student experience and 
uncovering suggestions on how to enhance them based on the students’ own 
voices. However, as the research progressed, another important issue 
emerged -  how teachers and institutions deal with the student voice on 
quality. This issue was addressed through the analysis of the student as a 
stakeholder within the context of quality in tourism higher education. As such, 
the key concepts investigated were: tourism higher education, quality and 
student voice. The main aim was to fill in a gap in the literature and to provide 
a critique of quality in tourism higher education in Brazil based on the voice of 
students, how lecturers respond to those voices and the existing literature and 
models. To do so, 53 undergraduate Brazilian students took part in focus 
group interviews. The data was analysed through the categorisation of major 
themes and sub-themes. After that, teachers were interviewed in order to 
investigate how they deal with the student voice on quality and to identify their 
responses to specific issues raised by their students. The results were 
categorised using a pre-defined structure used during the data collection 
process. The results of both elements of fieldwork are linked back to the key 
concepts discussed on the literature review to produce a critique of quality in 
tourism higher education in Brazil. Two main contributions to knowledge 
emerged from this study: first, a critique of the existing traditions of quality 
management in tourism higher education; second, new dimensions and 
perspectives on quality in tourism higher education in Brazil based on the 
student voice and on lecturers’ responses to those voices.
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INTRODUCTION
Introduction
CHAPTER 1 -  INTRODUCTION
1.1 INTRODUCTION
This introductory chapter presents an overview of this thesis. It starts by 
offering the rationale behind the research. The reasons that motivated the 
author to undertake the research are unveiled. Following this, the research 
question, aims and objectives are presented. These are exposed in order to 
provide the reader with an understanding of what the author wanted to 
achieve within the context uncovered in the research rationale. It then 
introduces the theoretical heart of the thesis by offering an overview of the 
main concepts investigated. These are presented within the context of the 
research and how they became important throughout the development of the 
thesis is highlighted. Subsequently, the structure of the thesis is described 
along with a brief overview of each chapter. It draws to a close with an 
explanation of what contributions to knowledge were to emerge from this 
study.
1.2 RATIONALE
This research had a number of different motivations behind the choices made 
about topic, approach and setting. Firstly, the recent developments in the 
provision of tourism higher education worldwide -  such as the significant 
growth in the number of tourism programmes offered in all regions of the 
world (Airey & Tribe, 2005) and the ever growing auditing culture in education 
systems (Morley, 2005) -  have caught the author’s attention. Secondly, 
although tourism higher education has been widely discussed in the 
international literature, the main focus has traditionally been on the 
curriculum, with other aspects being neglected -  as is the case with quality 
(Tribe, 2002). Thirdly, the fact that the existing models of quality management 
in (tourism) higher education in Brazil and elsewhere tend to overlook the 
student voice (Fielding, 2001) stimulated the proposition of an alternative
1
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approach to quality management in this context. Finally, the author’s own 
experiences in Brazil as a tourism student in the past and as a tourism 
lecturer at present influenced the selection of the setting where the research 
was developed. In other words, this research was motivated by a) how 
tourism higher education has evolved; b) how quality in higher education has 
been overlooked by most tourism academics; c) how most quality assurance 
systems in higher education pay little attention to the student voice on quality; 
and d) the author’s previous and current experiences in the academy.
1.3 RESEARCH QUESTION, AIMS AND OBJECTIVES
The following research question was the starting point for the study: What is 
quality in tourism higher education and how can it be improved according to 
the students’ voices?
The main aim of the research was to provide new dimensions and
perspectives on quality in tourism higher education in Brazil based on the
student voice. In order to do so, the following objectives were pursued:
• To offer a contextualisation of tourism higher education in Brazil
• To critically review the literature and traditions of quality in tourism higher 
education in Brazil and elsewhere
• To critically review the student voice on quality in tourism higher education 
amongst the voices of other stakeholders
• To explore the voices of Brazilian students on quality in tourism higher 
education
• To analyse Brazilian lecturers’ standpoint on the debate about the student 
voice on quality and how they respond to the student voice on specific 
issues in their Institutions
• To analyse in what ways the student voice contributes to the
understanding of quality in tourism higher education in Brazil
Introduction
1.4 MAIN CONCEPTS
Three major concepts in the context of tourism higher education are at the 
heart of this study -  higher education itself, quality and student voice. Higher 
education is approached from the perspective that it is differentiated from 
other kinds of education by the higher level of understanding that is achieved 
by students. Such higher level is expected to reflect in actions that require 
expert knowledge of a complex and multifaceted area (Barnett, 1992). 
Although quality in higher education has been widely debated in academic 
circles worldwide (e.g. Barnett, 1992; Koch and Fisher, 1998; Karapetrovic, 
Rajamani & Willborn, 1999; Hill, Lomas & MacGregor, 2003; Koch, 2003; 
Srikanthan & Dalrymple, 2003; Heyneman, 2004; etc.), in the context of 
tourism higher education, the topic has been overlooked by the majority of 
researchers (Tribe, 2002). Current approaches to quality in higher education 
(e.g. Ramsden, 1991; Koch & Fisher, 1998; Koch, 2003; Brazil, 2004; QAA, 
2004; etc.) -  and tourism higher education (WTO, 1997; Downie & Moller, 
2002; Mota, 2005; etc.) -  are reviewed and critiqued, as they often represent 
a move towards management styles that promote a performance indicators 
culture within institutions of higher education (Barnett, 1992; Morley, 2005). 
This numerical appraisal of all aspects of the quality of programmes of higher 
education is challenged and a qualitative approach to methods of evaluation 
is suggested. In particular, the inclusion of the student voice on quality in 
formal and informal systems of quality management is advocated. While 
listening to what students have to say about their experiences has a long 
tradition (Marsh, 1987), literature on the topic in the context of higher 
education is still scarce (Hill et al., 2003) and by and large, at least until 
recently, limited to students’ evaluations of teachers only -  such as in 
Ramsden’s (1991) Course Experience Questionnaire -  CEQ. The questions 
of who is allowed to speak, what is allowed to be spoken about, what type of 
language can be used, who listens to the students and why, how and if the 
voice is interpreted and acted on are some of the important issues (Fielding, 
2001 ) that were considered while reviewing the concept of the student voice 
and developing the initial phase of empirical work. How teachers and
Introduction
institutions perceive students as stakeholders and allow and stimulate them to 
voice their views on quality was investigated in order to enrich the critique of 
quality in tourism higher education in Brazil. This critique is based on the three 
key concepts investigated here and the empirical data collected through focus 
group interviews with students, followed by member checks -  an approach 
“[...] aimed at ensuring the trustworthiness of qualitative work” (Sandelowski, 
1993, p. 1), where the preliminary analysis of the data is presented to the 
respondents, so that they have an opportunity to comment on the 
representativeness of the researcher’s interpretations of the data collected 
(Seale, 1999) -  and telephone interviews with teachers.
1.5 THESIS STRUCTURE
This thesis is divided into four parts. The first part offers a general introduction 
to the research. The second part presents the key concepts investigated and 
the context where they are explored. The third part brings out the 
methodological assumptions and procedures adopted throughout the 
research along with a description of the data collection and data analysis 
processes and a discussion of the results. This is followed by the last part, 
which is comprised of the conclusions and final thoughts and reflections about 
the research. These four parts are described in further detail below, with an 
overview of each chapter of the thesis:
PART I -  INTRODUCTION
Chapter 1 -  Introduction
This chapter presents the rationale behind the thesis, its aims and objectives, 
the research question that represented the starting point for the research, the 
main concepts investigated, this thesis structure and a description of the 
contributions to knowledge that were to emerge from the study.
Introduction
PART II -  KEY CONCEPTS
Chapter 2 -  Tourism Higher Education
The chapter on tourism higher education offers a brief description of when, 
how and where the subject area evolved over the last few decades. Its origins 
in the early 20^  ^ century are presented and its importance for the successful 
development of the tourism activity is highlighted. The chapter then focuses 
on the context of this research -  with tourism higher education in Brazil 
explained in further detail.
Chapter 3 -  Quality in Tourism Higher Education
Following the discussion on the current status of tourism higher education 
internationally and in Brazil, this chapter focuses on the issues related to 
quality. The term ‘quality’ is approached from a general perspective to a 
services context to a higher education context. Existing international models 
of quality management in tourism higher education are examined and 
critiqued as is the Brazilian current system.
Chapter 4 -  The Student Voice on Quality in Tourism Higher Education
This chapter presents the idea of the ‘student voice’ and how it is related to 
the concept of stakeholder theory. The influence that positions within 
institutions may have on the attention that is devoted to the student voice is 
discussed. Studies on students’ perceptions of quality in higher education are 
investigated and suggestions for undertaking research on the student voice 
are drawn from the literature.
Introduction
PART III -  METHODOLOGICAL ASSUMPTIONS AND PROCEDURES, 
DATA COLLECTION, ANALYSIS AND DISCUSSION
Chapter 5 -  Methodology and Methods
The initial issue discussed in this chapter is the differentiation between 
methodology and methods. A broad discussion on the main existing research 
paradigms and philosophical assumptions behind the methodological 
approaches used in this research is presented in the light of other possible 
alternatives. The researcher’s standpoint in the creation of knowledge, and 
indeed the author’s standpoint in this research, is scrutinised. The methods 
available to undertake this study are presented as are the data analysis and 
collection processes in qualitative research. This chapter paves the way to the 
two chapters that follow, where the two phases of empirical research are 
described.
Chapter 6 -  First Phase Fieldwork -  Identifying the Student Voice on Quality 
in Tourism Higher Education in Brazil
This chapter presents the details on how the data collection and data analysis 
took place in the first phase of empirical work. Such phase was comprised of 
focus group interviews with undergraduate tourism students in Brazilian 
institutions. The main aim was to provide students with an opportunity to voice 
their views on which aspects of quality matter most to them and how quality in 
tourism higher education could be enhanced in their opinion.
Chapter 7 -  Second Phase Fieldwork -  Brazilian Lecturers’ Views on and 
Responses to the Student Voice on Quality
This chapter presents the details on how the data collection and data analysis 
took place in the second phase of empirical work. This phase was comprised 
of telephone interviews with tourism lecturers from the same Brazilian 
institutions where the focus group interviews took place in the initial phase of 
fieldwork. The views of the lecturers on how they perceive the debate on the
6
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student voice on quality in tourism higher education and how they respond to 
the specific voices of their students on particular issues were the focus of this 
chapter.
Chapter 8 -  Discussion of the Results
A summary and a critical analysis of the results of both phases of fieldwork 
are offered in the light of the existing literature. Brazilian students' voices on 
the main dimensions of quality in tourism higher education and on the key 
challenges the Brazilian tourism higher education sector faces are presented. 
Lecturers' views on the student voice debate and on the student voice on 
quality in tourism higher education, especially on issues in their institutions, 
are also evaluated.
PART IV -  CONCLUSIONS
Chapter 9 -  Conclusion
Concluding remarks about the research are presented in this final chapter. 
The initial aims and objectives of the research are revisited as are the main 
contributions to knowledge that emerged from this piece of research. A critical 
view on the main limitations of the research is also presented. The author’s 
reflections on the research process are exposed and suggestions for future 
research on the topic are offered before the thesis draws to a close with some 
final comments.
1.6 CONTRIBUTIONS TO KNOWLEDGE
This research challenges the current traditions of quality management in 
higher education in the context of tourism education in Brazil by critiquing the 
existing models and adding to the literature on the topic. The focus on the 
student voice on quality, taking into consideration their position as 
stakeholders, is offered as an alternative. In doing so, the current
Introduction
understanding of what is meant by quality in tourism higher education is 
contested. The two main contributions to emerge from this study are: a 
critique of the existing traditions of quaiity management in tourism higher 
education; and new dimensions and perspectives on quality in tourism higher 
education in Brazil based on the student voice. This suggested approach to 
quality in tourism higher education, where the student voice is highly rated, is 
of great importance to the current debate on quality management systems 
and developments in higher education structures because it takes into 
consideration the views of those who experience the services delivered by 
higher education institutions first hand -  the students. It also takes into 
account the fact that students are stakeholders along with teachers within 
institutions.
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PART II
KEY CONCEPTS
Tourism Higher Education
CHAPTER 2 -  TOURISM HIGHER EDUCATION
2.1 INTRODUCTION
This chapter presents a general overview of what tourism higher education is 
and its developments and current state worldwide and, with much more 
emphasis, in Brazil -  where this study was set. A contextualisation of tourism 
studies within the framework of higher education is presented and an account 
of the evolution of tourism education in the academy and research on the 
topic is offered. Then, the focus moves on to Brazil in the Latin American 
context, with special reference to the recent developments in the provision of 
both undergraduate and postgraduate tourism education in the country and in 
tourism research. A particular note is made about the creation of outlets for 
publication on tourism, as they reflect the development of research on the 
subject area. The chapter draws to a close with a summary of key challenges 
to tourism higher education in Brazil. An analysis of these challenges and the 
main authors on the topics are offered. Final comments and an indication of 
what is to come in the following chapters are presented.
2.2 SOME OPENING COMMENTS
In order to present an evolution of tourism education in the academy, it is 
important to understand what is meant by tourism higher education first. As 
Barnett (1992, p. 29) points out, the idea of higher education is closely linked 
with those of “[...] critical dialogue, of self-reflection, of conversation, and of 
continuing redefinition”, as they make the achievement of a higher level of 
understanding, and action, possible. As such, tourism education at a higher 
level should be differentiated from training for tourism-related operational 
positions in the industry. Tourism higher education should be concerned with 
critically analysing the characteristics of the activity and of the industry, 
proposing strategies for sustainable development, planning the activity at a 
local, regional, national, or international level among other things. The
Tourism Higher Education
challenges generated by the evolution of the activity, as later explained in this 
section, caught the attention of scholars from several academic tribes -  to use 
Becher’s (1989) language -  and stimulated academic interest on tourism that, 
in turn, motivated the creation of tourism programmes at the higher level 
(Airey, 2005b). Although programmes have started to emerge and continued 
to flourish in the coming decades, it is important to understand the complexity 
of tourism higher education.
To start with, as Tribe (1997) points out, ‘tourism’ is a difficult term to define. 
The main reason for this is the fact that it is commonly used in everyday life, 
often permissively and imprecisely, covering many different meanings. As 
such, tourism education, especially at a higher level, is even harder to define. 
Some authors (e.g. Leiper, 1981; 2000) defend the emergence of a tourism 
discipline that merits study at a higher level. Others, such as Tribe (1997; 
1999), agree that the tourism phenomenon merits study at a higher level, but 
not as a discipline on its own. Instead, they perceive tourism as a subject 
area, or, as Tribe (1997, p. 653) observes, tourism is “[...] an object of study 
(field) rather than a way of studying (discipline)”.
Similarly, the expression ‘higher education’ is not an easily explained one 
(Barnett, 1992). The discussions that follow in chapters two and three will 
bring together the ideas behind the concepts of ‘education’ and ‘higher 
education’ in the context of tourism studies as well as in relation to the 
concepts of ‘quality’ and ‘student voice’.
2.3 EVOLUTION OF TOURISM EDUCATION IN THE ACADEMY
Based on the work of several authors, the Spanish National Accreditation and 
Quality Evaluation Agency -  Agenda Nadonal de Evaluadôn de la Calldad y 
Acreditaciôn, Espaha (ANECA, 2004) -  presented a chronology of the 
provision of tourism education in parallel with the development of the industry 
itself. From the 1940s to the 1960s, mass tourism started to expand in some 
regions of the world and, as a result, some academic interest (especially in
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the economic aspects of the activity) was generated. The consolidation of 
mass tourism and of tourism studies, during the late 1960s, the 1970s and the 
early 1980s, led to the current stage, where a multidisciplinary approach -  
and even interdisciplinary and transdisciplinary sometimes -  to tourism 
studies has emerged. Jafari and Ritchie (1981) suggest that the 
multidisciplinary approach engages several disciplines aimed at solving a 
problem or understanding a phenomenon. However, each discipline 
contributes within its own boundaries. The interdisciplinary approach, on the 
other hand, is the one where several disciplines work together in order to 
relate individual concepts with each other, to relate them to the field being 
investigated and to relate the field to the concepts. Finally, the transdiciplinary 
approach is the highest level of integration. It goes beyond the disciplines. 
Transdiciplinary programmes face a problem for what it is and then try to bring 
solutions to the table, no matter what discipline the solutions belong to.
Tourism-related programmes, on the other hand, according to Formica 
(1996), date further back, with hospitality education being offered in Europe 
since 1893 and in the United States of America (USA) since 1922. In the 
United Kingdom (UK), tourism-related programmes were initiated in the early 
1960s, with hospitality courses at the University of Surrey (in 1964) and at 
Strathclyde University (in 1965). Also, before that, Strathclyde University had 
been offering sub-degrees since 1944 (Teixeira & Baum, 2001). Although 
tourism education had been offered in the postgraduate level since the 1970s, 
the first honours degree in tourism in the UK dates back to 1985, with the 
pioneering initiative of the Newcastle Polytechnic and the New College, 
Durham (Seaton, 1991). The development of tourism education was 
quickened by “[...] a high interest [in the] area in the UK in the 1980s in the 
climate of growing economic crisis associated with recession in the traditional 
manufacturing sectors [...]” (Seaton, 1991, p. 427). Since then, the number of 
programmes, as well as of students, has grown considerably. According to 
Airey & Johnson (1999), the number of undergraduate programmes in the UK 
rose from two in 1986 to 12 in 1991 and 66 in 1997. Teixeira, Fletcher & 
Westlake (2000) state that the number had reached 75 by the year 2000. 
Since then, the area continued to grow. According to Airey (2005, p. 274),
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“[b]y 2003 one half of the higher education institutions in the UK offered a 
tourism programme”.
In the USA, the Michigan State University was the first institution to offer a 
tertiary-level tourism programme, in 1969 (McIntosh, 1992). However, 
according to Koh (1994, p. 853), tourism higher education in the country 
received “[...] little attention until the 1980s”, especially because, differently 
from Europe, tourism studies were “[...] generally embedded into hospitality” 
(Formica, 1996, p. 320). However, over the last decade, the word ‘tourism’ 
has been included in the name of several departments as tourism 
programmes emerged (Koh, 1995 cited in Formica, 1996). Goeldner (2001) 
believes not much has changed over the 1990s in the undergraduate tourism 
programmes in the USA. Research programmes, on the other hand, are now 
much more available to those searching an academic qualification.
In Australia, tourism-related education, i.e. hospitality education, was initiated 
in 1974 and in the early 1980s there were two undergraduate programmes in 
the country (Bushell, Prosser, Faulkner & Jafari, 2001). With the recognition of 
the importance of the activity to the Australian economy and the conversion of 
the existing Colleges of Advanced Education into Universities, tourism higher 
education has increased considerably in the country since the 1990s, both at 
the undergraduate and the postgraduate levels (Lohmann, 2004).
In Spain, although the first tourism school was created in 1957, only six years 
later, in 1963, the law formalised the offering of tourism education in the 
country. The pioneering institution was a private one and offered only some 
specialised tourism courses, with the first degree programme (in travel 
management technician) being offered after the creation of the first Escuela 
Oficial de Turismo (Official School of Tourism) in 1963 (ANECA, 2004).
Not only institutions in developed countries started to provide tourism 
education, but also the ones in some developing nations, such as Brazil and 
China.
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Brazil’s first programme in tourism at the tertiary level was offered in Sao 
Paulo, the country’s largest city, from 1971 (Trigo, 1991). The number of 
programmes did not increase significantly until the liberalisation of the 
education sector in the 1990s, which represented a milestone in the provision 
of tourism higher education in the country (Ansarah, 2002). Postgraduate 
programmes are a relatively more recent asset of tourism education in Brazil, 
with the creation of the first research degree programme in 1993 (Rejowski, 
1996). The current number of institutions offering both undergraduate and 
postgraduate tourism programmes in Brazil is now very high (Teixeira, 2001).
According to Lam & Xiao (2000), China’s tourism was deeply influenced by 
the 1978 economic reform policy by Deng Xiao-Ping, which opened up the 
country to tourists and stimulated the provision of tourism education. Similarly 
to other countries, tourism-related programmes were created before the ones 
in tourism, with the first hospitality programme launched in 1978 whereas the 
first tourism programme was only established on the following year. By the 
year 2003, there were 494 institutions offering tourism education to over
199.000 students (Zhang & Fang, 2005). Although the number of institutions 
offering tourism education has increased since 1978, it is important to notice 
that, by the year 2000, only 10% of institutions offered masters’ degrees and 
none offered doctorate programmes in tourism (Lam & Xiao, 2000; Zhang & 
Fang, 2005).
2.3.1 Evolution of Research on Tourism Education
Since the early stages of tourism education research in the 1980s, with the 
publication of a special issue of the Annals of Tourism Research (1981, 
volume 8, issue 1), to now, many developments have taken place. Tourism, 
as a subject area, has attracted the interest of governments and researchers 
from different backgrounds and the discussions on the topic have achieved a 
high intellectual level. Accordingly, research on tourism education has grown 
and matured considerably, leading to the creation of, at least, three 
internationally recognised academic journals dedicated to the topic -  Journal
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of Teaching in Travel and Tourism, Journal of Hospitality, Leisure, Sport and 
Tourism Education and Journal of Hospitality and Tourism Education.
A few years ago, Tribe (2002) presented a comprehensive summary of what 
had been published in English to date on the topic of tourism education. 
According to him, more than 300 papers on tourism education had been 
published until 2001. While studies on the curriculum dominated the literature, 
with 86% of all papers published on the topic, quality management and 
enhancement was overlooked, with only 3% of papers discussing the issue. 
This shortage of publications on quality in tourism education may be 
explained by the complexity of the topic. The term ‘quality’ itself is a difficult 
one to define (Mota, 2005). Similarly, the concept of ‘higher education’ is 
loose, open to different interpretations (Barnett, 1992).
Research on tourism education has also developed significantly throughout 
the last quarter of the 20^ century. Most of the issues on the agenda set by 
Jafari & Ritchie (1981) have been addressed. However, “[...] a new set of 
imperatives emerge for the next twenty one years” (Tribe, 2002, p. 73). One of 
the main imperatives for future research on the topic is the issue of quality, 
which “[...] is fundamental to all aspects of tourism education” (p. 73). In an 
attempt to address most of the new issues that have emerged and to 
contribute to the current discussions and knowledge on tourism education, 
Airey & Tribe (2005) have recently edited a book that gathers the views of 
researchers from all continents on either the experiences of their countries in 
the offering of tourism higher education or on broader issues, such as 
curriculum, teaching and learning, resources, quality, among others. This 
important book fills in a gap on the international literature and will hopefully 
stimulate more researchers to approach the topic. By 2007, the book had 
already been translated to Portuguese and launched in Brazil, fuelling 
initiatives in the country.
The number of academic conferences and associations on tourism education 
has also increased extensively over the last two decades. Associations such 
as the International Society of Travel and Tourism Educators (ISTTE),
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Association for Tourism and Leisure Education (ATLAS), Council for 
Australian University Tourism and Hospitality Education (CAUTHE) and 
Association for Tourism in Higher Education (ATHE) all organise annual 
conferences that bring together educators from all over the world to discuss 
important emerging topics on tourism education.
Research degrees have also developed. Tribe (2002, p. 62) indicates there 
were “[...] 29 North American doctoral dissertations related to tourism 
education [...] between 1987 and 2000”. Botterill et al. (2002) presented the 
picture in the UK, where nearly 1% of doctoral theses between 1990 and 1999 
dealt with the topic. The situation in developing countries shows less promise. 
In Brazil, for instance, Rejowski (1996) presented 12 doctoral theses about 
tourism as a whole developed in the country between 1975 and 1992. 
However, none of these dealt with the subject of tourism education. Only in 
2005 a doctoral thesis in Brazil focused on tourism education -  that was Keila 
Mota’s work entitled “Qualidade da educagao superior em turismo e hotelaria: 
anâlise dos cursos de graduaçâo reconhecidos no nordeste brasileiro" 
(Quality of tourism and hotel management higher education: an analysis of 
the authorised undergraduate programmes in the Northeast of Brazil).
2.4 TOURISM HIGHER EDUCATION IN BRAZIL
Although tourism higher education has been a topic of debate in academia for 
a long time, some parts of the world have been left out of the discussion for 
several years, as is the case of Brazil. Latin America as a whole, for instance, 
was first the focus of a significant study in the international literature very 
recently (Pizam, 1999), if compared to the publications on developed 
countries. Another recent publication (Knowles, Teixeira & Egan, 2003) on the 
international arena that dealt with tourism education in Brazil presented a 
comparison of tourism and hospitality education in the country and in the UK.
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2.4.1 The Context -  Latin America
The development of tourism education in Latin America is still in its early 
stages. Pizam (1999), in one of the few papers about the topic published to 
date, brings out some of the major concerns and perceptions of key tourism 
industry stakeholders from the region, including businesses and government 
bodies, on the topic of human resources in the tourism sector. The study 
shows that the private sector perceives a shortage of qualified labour force in 
the industry at all levels, especially with regard to the very much needed skills 
of foreign languages, information technology and marketing. Tourism 
education is seen as a problematic issue in the region and as one of the major 
reasons for the lack of qualified human resources in the sector. Both, 
employers and National Tourism Organisations, perceive the material taught 
in tourism education in institutions from their own countries as irrelevant to the 
real needs of the industry. Also, the lack of dialogue between education 
providers and businesses is reported by the two sets of respondents as a 
point of concern.
According to Schlüter (2003), Latin American studies on tourism research 
have been greatly influenced by Jafari & Aaser’s (1988) paper on the 
development of doctoral dissertations with tourism as a subject of 
investigation. Analogous studies have been developed in countries such as 
Cuba and Brazil, where, according to Schlüter, the most significant and 
complete study of the topic in the region (Rejowski, 1996) has been done to 
date.
The existence of refereed tourism journals in the region since the early 1990s 
is an indication of the growing maturity of the subject area in some Latin 
American countries, such as Argentina and Brazil. Also, the publication of 
some articles of the Argentinean Estudlos y  Perspectivas en Turismo 
(Tourism Studies and Perspectives) in English and the bi-lingual publication of 
all issues of the Brazilian Turismo: Visâo e Açâo (Tourism: Vision and Action), 
in Portuguese and English, give an opportunity to researchers from the region
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to disseminate their studies to the international academic community. 
However, it is noteworthy that such journals still reach domestic academics 
much more than their international peers. It is also important to note that not 
much tourism education content is seen on such journals. For instance, in the 
first three years of Turismo: Visao e Açâo there was no article on tourism 
education, with the first initiative coming from Teixeira, Fletcher & Westlake 
(2001), who undertook an investigation on the topic in the UK as part of a 
postdoctoral research.
2.5 THE BRAZILIAN EDUCATION SYSTEM
To fully understand the provision of tourism higher education in Brazil, it is 
necessary to comprehend the Brazilian education system. Brazilian provision 
of education is highly regulated by the government through the Ministry of 
Education and the Federal Council of Education. The government is the main 
pre-university education provider, with only a small share of the provision of 
this level of education in the hands of private institutions. At the tertiary level, 
on the other hand, the number of private higher education institutions has 
increased significantly since the New Education Principles and Guidelines Act 
{Lei de Diretrizes e Bases), which sets out the structure of the Brazilian 
education system (Brazil, 1996). The liberalisation of the education sector in 
Brazil and other Latin American countries was a result of the subordination to 
multilateral agencies, such as the World Bank, the International Monetary 
Fund and the World Trade Organization, which sponsor projects and 
programmes in the country and directly influence the education policies 
according to their own interests (Antunes, 2002; Santos, 2002). Even with a 
significant increase in the supply of higher education in the country, the 
percentage of youngsters aged between 18 and 24 that get to university 
education is only 12%, which is the smallest in Latin America (Gomes, 2004).
In comparison to the UK, higher education in Brazil is a lot more didactic, with 
more modules and course hours. A bachelor’s degree in tourism, for instance, 
until recently, had to have at least 3,000 course hours spread over a minimum
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of four years in classroom activities -  mainly lectures (Ansarah, 2002). 
Besides the traditional route to higher education (four-year programmes), 
industry-oriented two-year programmes are a recent addition to the provision. 
All undergraduate curricula are fixed and specified by government bodies and 
have a similar core curriculum in each subject area, which facilitates the 
organisation and standardisation of programmes. This approach, however, 
generally overlooks the regional needs of some parts of the country.
At the postgraduate level, there are two main routes available to students, the 
lato sensu programmes and the stricto sensu ones. The former encompass 
taught programmes with a minimum of 360 course hours. Such programmes 
do not award degree titles, just certificates, and are vocational in essence, 
directed to the development of professional skills. The stricto sensu 
programmes are the Brazilian equivalents to MPhil and PhD programmes, 
with a minimum of two and four years, respectively. Their objectives are 
mainly academic and scientific. There is also the vocational masters' degree 
{Mestrado Profissionalizante), which attempts to research and apply specific 
knowledge to the context of the professional world.
Teacher qualification is a very important aspect for programmes and 
institutions in the country because of the value given by the government 
during the authorisation process and periodic evaluation of programmes 
(CEETur/SESu/MEC, 2001). Because of the rapid increase in the supply of 
higher education in the country over the last ten years, there is currently a 
shortage of qualified teachers to serve all new undergraduate programmes.
2.6 THE PROVISION OF TOURISM HIGHER EDUCATION IN BRAZIL
The provision of tourism higher education in Brazil was initiated in 1971 with 
the launch of the earliest bachelor’s degree in tourism in the country, at 
Faculdade de Turismo do Morumbi, in Brazil’s largest city -  Sao Paulo. This 
institution is now part of one of the leading private universities in the country in 
the areas of tourism and hospitality. The Brazilian experience with the
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provision of tourism higher education is different from the North American and 
European ones, where the offering of tourism-related modules in other subject 
area programmes took place before the creation of tourism degree 
programmes. Also, Brazilian hospitality and hotel management programmes 
were only created subsequently to tourism ones, with the first hotel 
management programme launched in 1978 (Rejowski, 1996).
According to Ansarah (2002), the provision of tourism higher education in 
Brazil can be divided into four distinct phases. The earliest one, the 1970s, 
was marked by the creation of the country’s first programmes. The second 
phase, the 1980s, was affected by the impacts of the economic crises that 
most Latin American countries were facing and few new programmes were 
created during this decade. The 1990s, on the other hand, represented a 
milestone in the provision of higher education in Brazil. During this period, the 
number of tourism programmes increased considerably -  more than 900% 
according to Teixeira (2001). The fourth phase, according to Ansarah (2002), 
will be marked by a search for a balance between quantity and quality of 
programmes. Alternative curricula will be developed and unconventional 
programme titles (e.g. Events Management, Eco-tourism, Recreation, etc.) 
will be created in order to meet the particular needs of each region of the 
country.
It is important to note that after the boom of the 1990s and decline in the early 
2000s, a new wave of tourism undergraduate programmes hit Brazil in the last 
few years. However, the characteristics of these new programmes -  and 
indeed of the institutions where they are offered -  are different from those of 
the 1990s. Marketing strategies have become the main concern of these new 
institutions, especially regarding price (tuition fees are almost half of those 
that were in place in other institutions), promotion (TV ads and billboards 
highlighting their prices) and distribution (large campuses in central areas of 
important urban districts). These strategies are forcing the 1990s programmes 
to reconsider the offering of tourism education, as it is becoming financially 
unsustainable. For instance, in Recife -  one of Brazil’s largest cities and 
where there were about 15 tourism undergraduate programmes in the early
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2000s -  a new institution was launched in 2003. In these five years, it has 
reached almost a 50% market share. As a consequence, other institutions are 
closing their programmes.
It is noteworthy to say that quality may be affected within this marketing- 
oriented approach. As institutions focus on attracting more students, the 
teacher/student ratio is not maintained. Whereas there were up to 50 students 
in each class in the 1990s institutions, there are up to 100 on the new ones.
The evolution of the growth in the number of tourism programmes in higher 
education in Brazil is presented in Table 2.1. Due to the difficulties in 
obtaining official data about the provision, different sources are used and 
there are some discrepancies among the discrete sources. Such 
inconsistencies, whenever different numbers were available, are identified 
throughout Table 2.1. Data about the period prior to 1994 were not available, 
restricting the examination to the 1994-2007 period.
From the nearly three and half million students enrolled in higher education 
programmes in Brazil in 2002, almost 70,000 were in travel, tourism and/or 
leisure education, roughly 2% of all tertiary-level enrolments in the country\ 
This ratio dropped slightly in the following year, with the total number of 
enrolments in higher education rising by 11.17% to just under 3.9 million and 
the number of enrolments in tourism programmes increasing to 76,635 -  a 
raise of 10.98%^. Speaking of the high number of tourism programmes in the 
country, Silveira (2001, p. 52) commented that:
Lamentably the number of technical courses is not very 
significant and the reality is that with an oversupply of 
undergraduate courses the market for this kind of human 
resources is being filled with overqualified professionals that 
lack in terms of basic skills.
 ^ Data available at the website of the Brazilian Ministry of Science and Technology, 
httD://www.mct.aov.br. retrieved in the 24^  ^of January 2005.
 ^ Data available at the website of the Brazilian Ministry of Science and Technology, 
http://www.mct.qov.br. retrieved in the 1 of October 2007.
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Table 2.1 Number of Tourism Undergraduate Programmes In Brazil Between 1994 and 
2007
Year Number of programmes Year Number o f programmes
1994 2001 322 250
1995 36 2002 463
1996 40 2003 510^"^
1997 2004 Not available
1998 89 119 ‘®^ ", 73 2005 834
1999 156 2006 Not available
2000 230 225 204 2007 748
(a) Ansarah and Rejowski (1994, cited in Ansarah, 2002).
(b) Silva, F. (2002). Hotelaria e turismo trazem muitas opçôes de atuaçâo. Available at 
http://www1 .folha.uol.com.br/folha/educacao/uit305u9304.shtml. retrieved in the 18"’ of January 2005.
(c) Ansarah and Rejowski (1996, cited in Ansarah, 2002).
(d) Official data of the Ministry of Science and Technology, available at http:/AiVww.mct.qov.br/estat/ascavpp/ 
portuques/3 Recursos Humanos/tabelas/tab3 3 2.htm. retrieved in the 24"“ of January 2005.
(e) Ministry of Education (cited in Teixeira, 2001).
(f) Rejowski (2000, cited in Ansarah, 2002).
(g) Brazilian Association of Tourism and Hotel Management Schools’ Managers (cited in Teixeira, 2001 ).
(h) Mota, 2003.
(i) Data available at http://www.educacaosuperior.inep.qov.br. retrieved before the beginning of the 2005 academic 
year, in the 26"’ of January 2005.
(j) Data available at http://vwvw.educacaosuperior.inep.qov.br. retrieved during the 2007 academic year, in the l l " ’ of 
October 2007.
* Number of tourism, hotel management and business administration (vWth emphasis in tourism) programmes 
altogether.
** Number of bachelor degrees and two-year technology degrees altogether.
*** Number of travel, tourism and leisure programmes altogether.
**** Number of institutions, not programmes. The same institution may offer several programmes.
***** The number includes distance learning programmes. Each location where a programme is offered is counted as 
a different one.
At the postgraduate level, tourism taught programmes are becoming 
increasingly more popular in Brazil. However, the number of research degree 
programmes is still far lower than the country's needs, especially when it 
comes to the need for qualified lecturers for the numerous undergraduate 
programmes. In 2004, there were only four tourism programmes that were the 
equivalent to the UK’s MPhil and only two doctorate programmes (Lohmann,
2004). These numbers are better understood when contrasted with the bigger 
picture, as shown in Table 2.2. Although tourism has been the subject of 
postgraduate research in several programmes, the first postgraduate tourism 
degree programme was only created in 1993 (Rejowski, 1996).
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Table 2.2 Number of Postgraduate Programmes In Brazil Between 2000 and 2004
Year Number o f Master’s Programmes
Number o f Doctorate 
Programmes
2000 1.490 821
2001 1.548 857
2002 1.688 921
2003 1.835 986
2004 1.912 988
Source: Website of the Brazilian Ministry of Science and Technology (http://www.mct.aov.br)
Taught masters’ programmes, industry-oriented, on the other hand, have 
grown considerably over the last years. Most private institutions offering 
tourism education at the undergraduate level see postgraduate taught 
programmes as a market opportunity to attract more students. However, 
supply is becoming greater than demand and several programmes do not 
have a sufficient number of students to start off a group. Table 2.3 presents 
the number of tourism postgraduate programmes in the country.
Table 2.3 Number of Tourism Postgraduate Programmes in Brazil in 2003-4
Level o f programme Number o f programmes
Taught Masters (specialisation) Not available
Research Masters* 4 5
Doctorate* 2  (D, C)
(a) Although the number is not available, it is believed to be by far larger than the others once the legal and academic 
requirements are more flexible and no institution needs to have their programmes authorised beforehand.
(b) Lohmann (2004).
(c) Panosso Netto (2003).
* Differently from the structure adopted in countries such as the UK, wtiere programmes are research-based only, 
both programmes in Brazil have an initial taught phase followed by a research one.
According to Lohmann (2004), an undesirable lack of balance was generated 
in the country by the high number of undergraduate courses in contrast with 
the low number of research degree programmes. The need for qualified 
teachers, in particular, is deeply affected by this situation, where, at the same 
time the number of undergraduate programmes increases, very few 
opportunities for research degrees are available to prospective lecturers.
The sustainability of the tourism education sector in the country might be 
under threat because of the high number of institutions and graduates (Mota, 
2003) in a market that, as Pizam (1999) highlights, perceives low standards of 
quality and irrelevance of what is being taught in the programmes to the real
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needs of the industry. Mota (2003) believes tourism education in Brazil may 
be facing the maturity stage of its life cycle and planning is the only way to 
prolong this stage and avoid an early decline of the sector. She proposes a 
major study to estimate the actual growth of the tourism industry and measure 
the amount of human resources needed to fulfil the real needs of the sector.
The links between tourism education providers and the industry are virtually 
non-existent in most cases. As in most countries, the balance between 
entrepreneurial, professional, academic and vocational skills is an extremely 
difficult matter for most Brazilian institutions (Silveira, 2001). The lack of 
recognition of the importance of tourism education and training in formal 
institutions by most industry stakeholders is an immense obstacle for further 
partnerships in the creation of new programmes and adaptation of existing 
ones. It also means that graduates are not highly valued by the industry.
2.7 TOURISM RESEARCH IN BRAZIL
Rejowski (1996) made an important study on the development of tourism 
research in the country. In this study, the author presents a list of all 55 
dissertations and theses related to tourism that led to an academic award at 
the postgraduate level in Brazilian institutions from 1975 to 1992. She 
highlights that such research was developed in different faculties, 
departments and programmes (e.g. geography, communications, business, 
urban and regional planning, etc.), especially because the first institution to 
offer a tourism research degree programme, the Universidade de Sao Paulo 
(USP), only initiated its programme in 1993.
From the creation of the first Brazilian postgraduate programmes in the 1960s 
to the first tourism research degree programme in 1993, tourism has received 
the attention of academics from different subjects (Rejowski, 1996). The 
creation of the country's first tourism programme at the postgraduate level, 
however, was a milestone for the further development of tourism research. In 
addition to the offering of tourism research degree programmes, the
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establishment of academic journals and the publication of tourism-related 
books also helped Brazilian tourism research to grow. According to Panosso 
Netto (2003), knowledge development in Brazil faces several limitations and, 
as a result, cutting-edge research is generally outdated when compared to the 
state-of-the-art internationally. He notes that the epistemology of tourism, for 
instance, has been seriously discussed by international researchers for over 
forty years whereas the topic has only been the focus of attention in Brazil for 
a decade or so.
One important aspect restricting the development of cutting-edge tourism 
research in the country in the past was the fact that most researchers did not 
have access to international publications, firstly because of the costs involved 
in subscribing to them and secondly because of the language barrier. The 
government’s Agency for Human Resources Development in Higher 
Education {Coordenaçâo de Aperfeiçoamento de Pessoal de Nivel Superior-  
CAPES) has recently invested a large amount of money to provide electronic 
access to the major international journals in all subject areas for every single 
public higher education institution and for private universities offering at least 
one doctorate programme that has achieved a positive evaluation (five or 
more in a seven-point scale)^. However, the language barrier is still a problem 
to be overcome.
The growth of tourism education during the 1990s stimulated the creation of 
institutional journals (but many were more similar to newsletters than to 
refereed journals) and a few nationally recognised refereed ones. Currently, 
there are only three refereed journals in the country acknowledged by most 
members of the tourism academic community (Leal, 2006). Turismo em 
Anâlise (Tourism Analysis), first published in 1990 by the Universidade de 
Sao Paulo, is not only Brazil’s earliest tourism journal but also the most 
traditional and well-known. It took almost a decade to have the second 
tourism journal in the country launched, Turismo: Visao e Açâo (Tourism:
® Information available at the portal from where researchers within the institutions’ networks 
access the journals (httD://www.periodicos.capes.qov.br/).
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Vision and Action), published by the Universidade do Vale do Itajai -  Univali 
from 1998. Finally, in 2003, the first issue of the Boletim de Estudos em 
Hotelaria e Turismo (Journal of Tourism and Hotel Management Studies) was 
published by the Faculdades Integradas da Vitoria de Santo Antao -  
Faintvisa. This final initiative was short-lived, as the founding editor went 
overseas for taking a PhD and was not able to continue his work as editor of 
the journal. As the institution did not appoint an acting/substitute editor, the 
journal was concluded in 2005.
The growing number of tourism education providers and tourism journals in 
Brazil, in addition to the increasing interest about it in the academy and the 
easier access to international cutting-edge research, may lead to the 
consolidation of a knowledge base of tourism as a research topic. It is argued, 
however, that the majority of Brazilian tourism research may still lack 
conceptual, theoretical and methodological maturity.
Lohmann (2004), while making a comparison between tourism research in 
Brazil and Australia, argues that there was no Brazilian organisation similar to 
CAUTHE. However, he also notes that the recent creation of the National 
Association of Tourism Research and Postgraduate Education (ANPTUR in 
the Portuguese acronym), is expected to help promote tourism research in 
Brazil while giving researchers the opportunity for networking. In 2007, this 
Association promoted its first ever Annual Conference and launched an online 
tourism journal -  Revista Brasileira de Pesquisa em Turismo (Brazilian 
Journal of Tourism Research), freely available at www.anptur.orq.br/RBTur. 
which is aimed at becoming a major outlet for cutting-edge tourism research 
in the country. It is also important to note that several other initiatives, such as 
the Tourism Research Seminar of MERCOSUL (the Southern Cone Common 
Market)"^ , organised by the Universidade de Caxias do Sul -  UCS, have
MERCOSUL is a free-trade organisation founded by Argentina, Brazil, Paraguay, and 
Uruguay in the 1990s. Integration of education systems throughout its member states is 
among the priorities of the organisation.
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developed over the last few years and some events are getting more popular 
among the members of the tourism academic community.
2.8 CONCLUSIONS
Tourism education has been a focus of attention in the international literature 
for decades now. The interest in issues related to the curriculum has grown to 
the point where specific academic publications, associations and conferences 
were created. However, less developed areas of the world, such as Latin 
America, are still taking their first steps into the tourism education arena. The 
explosion in the number of undergraduate programmes and the consolidation 
of some postgraduate research degree programmes and refereed journals 
across the region are an indicator that an academic maturity level may be 
approaching.
The Brazilian provision of tourism education at the university level has 
evolved from an initial phase where few programmes existed in the 1970s to a 
boom in the number of undergraduate programmes in the late 1990s. 
However, the small number of research postgraduate programmes and 
academic conferences and publications are still some of the major obstacles 
that need to be overcome if Brazil is to become an important player in the 
tourism education international community.
While reviewing the literature on tourism higher education in Brazil, several 
key challenges were identified. These are summarised and presented in 
Table 2.4 and will be considered in the empirical phases of this research.
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Table 2.4 Main Issues that Emerged from the Literature Review on Tourism Higher 
Education in Brazil
Key challenges Main literature Analysis
Liberalisation of 
higher education
Ansarah (2002); 
Brazil (1996); 
Mota (2003); 
Teixeira (2001).
The opening of the national higher education 
system to private institutions, in the 1990s, 
generated a rapid growth in the supply of 
tourism higher education. However, the quality 
of programmes did not follow the same pace; 
The entry requirements have been relaxed to an 
extent that almost all applicants are currently 
offered a place, no matter the merits of their 
previous education or the marks obtained in the 
entry selection exam;
Observation shows that the scenario is 
changing and the tourism higher education 
sector is reaching the decline phase, with 
institutions closing many programmes.
Curriculum Ansarah (2002).
The government suggests a core curriculum, 
which is positive for programme comparisons 
and for standardisation of the core content of 
programmes nationwide. However, the fixed 
curriculum does not allow for adaptability that 
takes into consideration the major differences 
among regions -  be them in relation to 
economy, culture or tourism vocation.
Academic staff Lohmann (2004); Silveira (2001 ).
There are very few opportunities for current and 
prospective academic staff to get qualifications 
as there are limited research programmes in the 
country. This contradictory situation, where 
there is an extremely high number of 
undergraduate programmes and few 
opportunities for academic staff to get 
qualifications, is a reflection of the existing 
education policies where it is relatively easy to 
open new undergraduate programmes and 
virtually impossible to open new research 
programmes in a short time.
Research
degrees
Lohmann (2004); 
Rejowski (1996); 
Panosso Netto 
(2003).
The very limited number of research 
programmes also affects the quantity and the 
quality of tourism research produced in the 
country. The higher the number of research 
programmes the greater the academic 
production in the area will be. It is expected that 
a higher number of academic investigations will 
generate an academic production of a better 
quality.
Student numbers Mota (2003); Teixeira (2001).
Although a great amount of students entered the 
growing number of programmes in the last 
decade, these numbers are now dropping, with 
the maturity stage of the life cycle getting to the 
end and a decline of the sector starting to 
happen.
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Industry/academy
links
Ansarah (2002); 
Silveira (2001).
The important links between the industry and 
the academy are almost nonexistent in the 
country. The industry perceives tourism 
programmes as disjointed from reality. 
Institutions believe the industry does not take 
full advantage from their graduates and from the 
results of their applied research. As a 
consequence, there is little talk between them.
International
journals
Leal (2006); 
Panosso Netto 
(2003).
Although the access to the most important 
international journals has been widened by the 
government initiatives, only researchers from 
public institutions have free access. Those in 
most private institutions are financially 
constrained from subscribing to and accessing 
the majority of international journals;
The low level of English language knowledge is 
also another barrier to the utilisation of 
international journals;
Because of the access and language issues, 
cutting-edge research on tourism (education) 
takes a longer time than usual to reach 
researchers in Brazil.
Subject
association Lohmann (2004).
The nonexistence of a strong subject 
association in the country for decades made it 
difficult for programmes and researchers to 
network and benefit from the exchange of 
experiences and of cutting-edge knowledge.
Newly
established
institutions
Not available.
The focus on marketing strategies may 
jeopardise the quality of programmes. As the 
student/teacher ratio increases and tuition fees 
decrease, it is difficult to maintain the standards 
that previously existed.
The following chapters will present a critical review of the ideas of quality 
management in tourism higher education and of the student voice on quality 
with the acknowledgment that students are active stakeholders in the 
education system. These will form the theoretical heart of this research and 
pave the way for the empirical work undertaken here.
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CHAPTER 3 -  QUALITY IN TOURISM HIGHER EDUCATION
3.1 INTRODUCTION
This chapter presents a critical analysis of the concept of quality from its early 
developments in Japanese industries to its application in service quality to the 
current trends in higher education. The basis provided in the initial sections 
builds up the understanding of the concepts that are explored in the context of 
tourism higher education internationally and in Brazil. The approach of the 
UK’s Quality Assurance Agency is critically analysed as are the perspectives 
of the Australian Course Experience Questionnaire and those of the 
UN WTO’s TedQual methodology. Finally, a section on the Brazilian education 
quality assurance systems, with special attention to the provision of tourism 
higher education, is provided. The chapter closes with a summary of the ideas 
presented and the links to the following chapters.
3.2 QUALITY
The concept of quality was initially discussed among American theorists and 
practitioners in the 1940s and later applied by Japanese companies 
(Beckford, 1998), producing exceptional results (Srikanthan & Dalrymple, 
2003; Koch & Fisher, 1998, Miller, 1996). This has led to a growing interest on 
the topic in Western societies. However, quality is still a much contested 
concept. Although the term is present in everyday conversations, in academic 
terms, it is difficult to define it (Robertson, 1971; Parasuraman, ZeithamI & 
Berry, 1985; Stebbing, 1989). Crosby (1979), praised as a quality guru 
(Beckford, 1998), defines it as a commitment to perfection standards. For 
Bonet & Griggs (1989), it is much more than that; it is the following of 
guidelines in a lifelong process that seeks to identify and prevent errors; it is 
not a quick fix linked with a mere inspection of end products based on isolated 
data and randomly adopted that will do all the good necessary to the success 
of an organisation. Doming (1986), another quality guru, corroborates with
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such thoughts and defines quality as a permanent search for a standardised 
desired output.
It is important to notice that, in a general context, quality should be treated as 
a company-wide process (Juran, 1988; Oakland, 1993), which requires the 
participation of employees from all hierarchic levels (Ishikawa, 1985; 1986; 
Feigenbaum, 1986) in order to be achieved. Its aims can vary according to the 
type and philosophy of the company. It may be meeting customers’ 
requirements -  as suggested by Oakland (1993), preventing defects in 
processes -  as advocated by Shingo (1987), and many others.
By bringing together the ideas presented in the existing broad literature, the 
term quality can be defined as; a systematic management approach that 
involves all members of an organisation aimed at reducing errors in the 
production process so that the end products are, at least, of the standards 
required by customers. It is important to notice that there are peculiarities to 
the term when used in the context of services and, especially, of higher 
education. These will be discussed later in this section and on the next one 
respectively.
Although quality seems a straight forward aim that will bring benefits to 
organisations, there are several barriers to the creation and application of a 
successful quality management system (Beckford, 1998). The organisational 
design and bureaucracy of some organisations, where quality is not treated 
independently from production, may get in the way of the development of 
quality management systems. Similarly, the lack of a quality culture among 
members of an organisation may jeopardise the implementation of such a 
system. There is also the cost of quality. The lack of effective quality systems 
may cause organisations to face elevated direct and indirect costs. According 
to Stebbing (1989, p. 31), “[qjuality costs are the cost of putting things right”. 
For that reason, the costs involved with quality management are generally 
underestimated -  as are the benefits.
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Quality management has been approached in different ways throughout the 
20^ *^  century. Two of the main approaches are; quality control and quality 
assurance. In quality control, the expression ‘quality’ can be defined as “[...] 
the degree to which a product meets the requirements of the customers” 
(Robertson, 1971, p.1, paraphrasing the European Organisation for Quality 
Control). In other words, quality control is concerned with the final product, not 
the process. Although “[...] the emphasis of control [should shift] from post­
production inspection to pre-production planning and evaluation” (p. 109), the 
end product is the focus of attention. According to Stebbing (1989, p. 7), 
quality control focuses on the question ‘have we got it right?’ while quality 
assurance focuses on another issue; ‘are we doing it right?’. Quality 
assurance is a cost-effective aid to productivity. It is part of a good 
management practice and, in Stebbing’s (1989, p. 5) own words; “[i]t is a 
means of getting it right first time every time”.
One of the most popular approaches adopted by industries and businesses in 
all sectors was Total Quality Management -  TQM. Miller (1996) argues that, 
although the topic of TQM had come a long way among businesses, it was 
only in the early 1990s that the academic world started to devote its attention 
to the subject. And, even after the academic world embraced the ideas and 
concepts behind TQM, a clear and common definition of the term was still 
missing. Flott (1996) analysed a special issue of Quality Progress on the topic 
and identified no consensus over what TQM meant among the 13 articles 
published. Miller (1996), on the hand, noted there was no working definition 
for TQM, although some ‘gurus’ could be pinpointed in the academy. By 
gathering the common points of the ideas offered by the ‘gurus’, he presented 
the following working definition to TQM;
An ongoing process whereby top management takes 
whatever steps necessary to enable everyone in the 
organisation in the course of performing all duties to establish 
and achieve standards which meet or exceed the needs and 
expectations of their customers, both external and internal 
(Miller, 1996, p. 159).
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Less than a decade later, Koch (2003) argued that the time for TQM had 
already passed; it achieved its peak on the early 1990s and was not 
successful in the majority of initiatives for different reasons, but mainly 
because of the rhetoric approach taken, where talks became more frequent 
than actions. The important necessary commitment across all levels of 
organisations was not always present in order to assure success. Instead of 
implementing the methodology, organisations kept having meetings and talks 
on how to do it across their structure and found it to be more complex and 
time-consuming than expected. In an earlier paper, Koch and Fisher (1998, p. 
p. 660) stated that:
The problem with TQM is not the goal -  increased efficiency 
and greater employee and customer satisfaction -  but the 
process, a process already being abandoned by some of its 
earliest advocates in industry.
In the context of service provision, quality has also become an increasingly 
discussed and implemented concept. As Parasuraman et al. (1985) highlight, 
the intangible, heterogeneous and inseparable characteristics of service 
provision have to be taken into consideration while discussing service quality. 
They make quality assessment more difficult to evaluate, as the customer has 
no tangible cues to judge the service beforehand. They also mean that 
customers' perceptions of quality will be based on a comparison between 
expectations and actual performance of service provision. Such 
characteristics also indicate that quality service comprises not only the 
outcome itself but also the way in which the service is delivered to the 
customer. The following section will deal with the concept of quality in the 
specific context of service provision in higher education.
3.3 QUALITY IN HIGHER EDUCATION
Quality assessment and quality management in higher education have 
become part of everyday life for most members of academic communities 
worldwide (Barnett, 1992; Reavill, 1998; Heyneman, 2004; Coates, 2005; 
Robbins, 2005; etc). Much has been discussed in the specialised literature.
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Over a decade ago, authors, such as Frazer (1997), claimed that there was 
still much more rhetoric than action in many countries. This situation has 
changed (Brennan & Shah, 2000). Brennan (2001) argues there is an 
important relation between general issues connected with politics and the 
social purposes of higher education and specific issues related to teaching, 
learning and the student experience. As such, quality management becomes 
a consequence of stakeholders’ relations within educational systems. In 
Brennan’s (2001 ) words, “[q]uestions of quality in higher education [...] may be 
more about politics and values than they are about quality” (p. 142-3). He 
argues that there are four types of values that shape quality management 
systems in educational settings. The four types of values are: academic, 
managerial, pedagogic and employment focus. The review of quality 
management systems in this thesis is based on a critique of the managerial 
type of values, i.e., an approach where "[...] an institutional focus of 
evaluation, with a concern about procedures and structures [...]” (p. 138) is 
central. Within this type of values, there is a belief that ‘good management’, by 
itself, can produce quality. As a result, the characteristics of quality are 
perceived as invariant across the whole institution. Brennan (2001, p. 138) 
argues that “[...] there may be relatively little direct focus on academic matters 
in this approach”.
In the early 1990s, with the expansion of higher education (Karapetrovic et al., 
1999) -  expansion here meaning not only numeric growth but a growth in the 
importance to societies and in public expenditure -  quality, once taken for 
granted in the sector, became a target for scrutiny (Barnett, 1992). The main 
problem, according to Srikanthan & Dalrymple (2003), is that the peculiarities 
of the education system were not taken into consideration before the 
application of such models into universities. The authors note that:
[...] there is still no agreement on a model for quality in higher 
education. There are disagreements surrounding the 
fundamental suitability of models proposed. All these models 
are essentially variants of total quality management (TQM) 
methodology, and are of industrial origin (p. 127).
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Koch & Fisher (1998), on the other hand, argue that TQM has been broadly 
accepted by universities and that lack of opposition to this approach should be 
a cause of concern. They claim TQM gives a wrong impression that “[...] gain 
can be realised without sacrifice [...]” (p. 662). According to the authors, time 
spent by staff to develop and implement TQM procedures throughout 
institutions is often unaccounted as costs of adopting the approach. As a 
result, it ends up being a cost-ineffective approach. Still, it is frequently 
abandoned by institutions because of the complexity of implementing the 
methodology, being an unsuccessful approach in most educational settings.
Another important aspect, highlighted by Srikanthan & Dalrymple (2003), is 
the fact that there are several different stakeholders in the educational 
process and meeting the needs of all of them at the same time is extremely 
difficult since they have different interests. Therefore, creating a model of 
quality management in higher education becomes problematic. Funding 
bodies and the community (the providers of higher education), on one hand, 
are interested in the value for the money they are investing. Students and 
prospective students, on the other, are looking for a means for comparing 
quality levels across institutions. The other main stakeholders brought to light 
by the authors are the employers who will eventually hire the graduates and 
the employees of higher education institutions. The most appropriate 
interpretation to quality in higher education, according to the authors, is the 
one of transformation. “It is this view of ‘transformation’ of the participants 
that is the [sic] potentially capable of addressing the concerns of all the 
stakeholders’ group” (Srikanthan and Dalrymple, 2003, p. 128). It transforms 
the students’ perceptions of their world and how they apply their knowledge in 
situations in the real world (Harvey and Green, 1993). Paraphrasing Harvey 
and Knight (1996), Srikanthan and Dalrymple (2003) claim that all the other 
approaches are only forms of operationalisation of the transformative process, 
not ends in themselves.
Teaching and learning, assessment, curriculum, and resources are some of 
the most important elements of quality in higher education (Airey & Tribe,
2005). It is important to notice that there is some overlap between some of
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them and, as such, it is difficult to separate each one element by itself. 
Curriculum design, for instance, will influence its delivery, i.e., teaching. 
Available resources can help the learning experience. But, most important of 
all is the recognition of the complexity of the topic. Although teaching (and 
learning to some extent) is the most assessed element of quality by students, 
their perceptions about the other aspects of quality in their programmes of 
study are important since they are the main actors of the process and, 
depending on the point of view, the final consumers of the product.
Robbins (2005) opens his chapter on Quality Assurance by saying that “a 
major issue facing higher education is how to ensure quality and equity” (p. 
451). Tribe (2003a), on a critique of the British Research Assessment 
Exercise (RAE), points out that, in terms of quality, the UK “[...] has become 
obsessed by measurement, performance and deliverables [...]” (p. 225). This 
trend is not a unique feature of British society and other countries have also 
incorporated this approach into their everyday lives. As a result, most areas -  
including higher education -  have become targets for assessments 
worldwide. It is important to notice, though, that the education process has 
particular characteristics and, as such, should be treated differently.
The imposition of quality assurance systems is something that has been 
taking place all over the world but criticised by important scholars, such as 
Barnett (1992), Freire (1996) and Foucault (cited in Ball, 1990). Critical 
understanding of the interests behind such systems is crucial for teachers, 
students and other stakeholders. If no critical understanding takes place, 
quality assurance systems may be used for alienating students from reality 
instead of setting them free, i.e. integrating them with society and showing 
their active role (Freire, 1996), at the same time teachers may be excluded 
from decision-making processes in institutions (Ball, 1990).
Barnett’s and Freire’s approach to education, where students’ perspectives 
are central to the discussions over the concept of higher education, is 
expected to be extrapolated to the debate over quality in the area because 
this is the one approach which serves intrinsic interests. Other approaches
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(often the dominant ones), have external interests. Freire (2001) argues that 
the concept of quality is never impartial; it is a political feature that serves the 
interests of different groups. In his own words:
There is no [...] neutral education nor quality to fight for in 
order to reorder the education that does not imply a political 
option and that does not demand a decision, also political of 
materialising it (p. 44) (free translation).
If the student is the central subject of the educational process, their interest 
must also be central when the debate over quality in higher education takes 
place. Serving the interests of governments, institutions and/or businesses, 
for instance, may lead to a more cost-effective system. However, students’ 
experiences may be overlooked and the real achievement of higher education 
not realised. Because students’ voices do not represent the dominant groups’ 
views of the world, they can be used to criticise the prevailing dominant 
structure. On the topic of the quality in higher education, students are free to 
question what is meant by good-quality education and to provide insights on 
how it might be approached (Lincoln, 1995).
It is important to note that quality is a very loose and relativistic concept 
(Robertson, 1971; Parasuraman et al., 1985; Stebbing, 1989; Barnett, 1992). 
In higher education, “[...] it is up to the providers to spell out what it is they are 
about as they intend it” (Barnett, 1992, p. 30). Their aims and objectives need 
not only to be clear but also to represent the interests of students, the ones 
who do the achieving in higher education. It is important to notice, though, that 
in consumer-oriented times, students want to get value for money and it is the 
teachers’ role to widen the students’ views on what intellectual progress 
actually is, showing that information and techniques are no more than “[...] 
vehicles for greater insight, understanding and autonomy [...]” (p.35).
The contemporary debate over quality is a vivid exemplar of 
the post modern society, in which rival definitions of large 
issues are defended without any obvious way of either 
arbitrating between them or erecting a supra-cultural 
definition (Barnett, 1992, p. 45)
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Barnett (1992) makes an interesting point about quality in higher education by 
advocating the idea of “[...] the management for quality, rather than the 
management of quality” (p. 65). The management of quality is the approach 
criticised by Freire (1996) and Foucault (cited in Ball, 1990), where a vertical 
implementation of quality control systems, often based on industrial origins, is 
decided and imposed by the top of the hierarchy. In such an approach, 
management procedures become more important to achieving quality 
standards than the educational processes themselves. The management for 
quality, on the other hand, is based on the quality of the outcomes rather than 
the processes.
Robbins (2005, p. 453) presents a similar discussion, highlighting the 
difference between academic standards (management of) and academic 
quality (management for).
Academic Standards describe the level of achievement that a 
student must attain to gain an award, gain a specific grade or 
classification of award, progress from one level of an award to 
the next level. [...] [On the other hand,] [ajcademic quality 
describes how well the learning opportunities made available 
to the students enable them to achieve their awards.
Institutions are being increasingly required to follow systems and set 
academic standards in order to achieve academic quality. However, this has 
led to an over-dependency on quality assurance systems, where the rules and 
regulations become more important than the pedagogic processes and 
outcomes.
Biggs (2001) presents an alternative view on quality assurance in higher 
education. He classifies quality assurance approaches in higher education in 
two categories: retrospective and prospective. In the retrospective approach, 
quality is seen as value for money, as a way of meeting external standards. 
Quality assurance is aimed at meeting externally imposed standards. It is a 
top-down approach that prioritises managerialism and entrepreneurism 
focusing on what has or has not been achieved, i.e., on the past. In order to 
do so, it uses a quantitative framework, with fixed instruments comprised of
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closed questions. In the prospective approach, on the other hand, quality is 
seen as either fitness for purpose or a way of transforming the way students 
perceive the world and how lecturers perceive their role as teachers. Quality 
assurance is aimed at meeting own standards developed by the institutions 
internally. It is a bottom up approach that prioritises the educational processes 
focusing on the present and on the future. As such, it uses a qualitative 
framework, with flexible and varied instruments comprised of open-ended 
questions. The views defended in this thesis, where the student voice should 
be central to the quality assurance processes, are aligned with the 
prospective approach presented by Biggs (2001).
3.4 QUALITY IN TOURISM HIGHER EDUCATION
This section deals with quality in tourism higher education. It draws from the 
broad higher education literature on the topic and brings specific issues 
related to tourism higher education to the discussion. Although quality in 
higher education has been widely debated in academic circles worldwide (e.g. 
Barnett, 1992; Koch & Fisher, 1998; Karapetrovic et al., 1999; Hill et al., 2003; 
Koch, 2003; Srikanthan & Dalrymple, 2003; Heyneman, 2004; etc.), in the 
context of tourism higher education, the topic has been overlooked by the 
majority of researchers (Tribe, 2002). It is important to highlight that current 
approaches to quality in higher education -  and tourism higher education -  
often represent a move towards management styles that promote a 
performance indicators culture within institutions of higher education (Biggs, 
2001).
Following the discussion on quality in higher education in the previous 
section, a quote from Barnett (1992) is used to open this one. Although 
general in essence, the assertion about graduates’ careers fits very well with 
the current status of tourism higher education in several countries. “The 
question is not just whether they are employed; but are they employed in the 
kinds of position envisaged by the course designers?” (p. 16). Certainly, this 
view is not accepted by the whole academic community and contrasting
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viewpoints are presented in the literature. Ryan (1995, p. 98), for instance, 
argues that:
Graduates from tourism courses might get initial posts in, say, 
marketing, and then subsequently get posts in a tourism- 
related organisation. Others might actually move from tourism 
into other jobs in a career that relates to actual job experience 
rather than a specific industry. And, as graduates develop 
their own personal career histories, the subject of their initial 
degree becomes increasingly less important when compared 
with their personal histories of success and ability to generate 
opportunities.
Ryan (1995) perceives quality in tourism higher education as the successful 
training of graduates to assume posts in the market. As a result, the 
competitiveness of tourism graduates in relation to others becomes a sign of 
good-quality tourism programmes.
Following, a discussion on the main dimensions of quality in tourism higher 
education and a critical analysis of some of the most relevant methodologies 
of quality assurance in tourism higher education are offered.
3.4.1 Main Dimensions of Quality in Tourism Higher Education
Airey & Tribe (2005) have recently edited a comprehensive international 
handbook of tourism education. In this book, the authors identify the following 
dimensions to tourism higher education: teaching and learning, assessment, 
curriculum, resources, and progression. These dimensions are presented in 
Table 3.1 along with the main issues that emerge from each and how the 
interests of students are currently met -  or not. Then, the central issues are 
commented and a further analysis of each of the main dimensions of quality in 
tourism higher education is presented.
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Table 3.1 Main Dimensions of Quality in Tourism Higher Education
Dimensions Main issues Students’ interests
Teaching 
and learning
Difficulty to evaluate the 
quality of a process that takes 
place in the students’ minds 
(Tyler, 1949; Biggs, 2001; 
Barnett, 1992).______________
Processes may overlook the 
students’ views on the quality of 
teaching because of the difficulty to 
fully understand them.
Approaches that either free or 
control students (Freire, 1987; 
1996).
If students are not freed, but 
controlled, their voices will be 
silenced and their views on quality 
not taken into account.
There is a need for continuous 
reflection by both teachers and 
students (Barnett, 1992; Biggs, 
2001).
Lecturers that use a reflexive 
approach in their teaching practice 
will most definitely listen to the 
students’ voices and attend to their 
claims. Those who do not will 
probably overlook the students’ 
views.
The focus of institutions has 
been shifting towards the 
student experience (Barnett, 
1992; Wickens et al., 2005).
The focus on the student 
experience brings with it an 
understanding of the importance of 
listening to the students in all 
aspects of their academic life, 
including the quality of teaching and 
learning._________________________
Assessment
It attempts to quantify and 
measure the quality of learning 
(Page & Thomas, 1979). 
However, it is not precise and 
depends on lecturers’ 
approaches (Suskie, 2000; 
Becket, 2005).
Students’ learning is not always the 
focus of lecturers. Some use 
assessment as a tool for exercising 
their authority over students.
Even if lecturers are interested in 
quantifying and measuring the 
quality of the students’ learning, it is 
difficult to find an appropriate way of 
doing so impartially._______________
Tourism higher education has 
shifted towards more student- 
centred learning through 
alternative assessment
methods such as problem- 
based learning and 
coursework, among others 
(Becket, 2005).______________
This shift is positive for students, as 
it provides an opportunity for a fairer 
assessment, as more than one 
method is used and the students’ 
own achievements are central, not 
the lecturers’ fixed questions on an 
exam.
With the development of mass 
higher education, the amount 
of students in a class became 
inadequately large in a number 
of institutions. In such 
scenario, the use of multiple- 
choice questions in exams 
became the only real option 
open to teachers (Biggs, 
2001)._______________________
Students suffer the consequences 
of ‘mass lecturing and multiple- 
choice testing’. Alternative student- 
centred assessment methods are 
not used in this growing scenario.
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Curriculum
The curriculum should not 
prioritise formal teaching, in a 
didactic manner. On the 
contrary, sessions should 
focus on the interaction 
between the lecturer and their 
students and between the 
students themselves (Barnett, 
1992).
It is difficult to find the right 
balance between the inclusion 
of generalist and specific 
contents in the tourism 
curriculum in higher education 
(Tribe, 2001; Shigunov Neto & 
Maciel, 2002).
It is also difficult to find the 
right balance between theory 
and practice in the tourism 
curriculum in higher education 
(Shigunov Neto & Maciel, 
2002; Mota, 2003).
The concept of ‘reflexive 
thinking’ (Dewey, 1953) should 
be applied to the tourism 
curriculum (Shigunov Neto & 
Maciel, 2002), so that students 
can become reflexive 
professionals.
For cultural reasons, teachers in 
countries where democracy has 
been established in the last few 
decades, or less, are used to 
applying a didactic approach to their 
teaching approaches. Those in 
countries that have a longstanding 
democracy, on the other hand, are 
more inclined to interacting with 
students and stimulating the 
interaction between them.
Programmes that focus on 
generalist content only fail to 
provide students with the particular 
tools necessary for working in the 
tourism industry. Those that focus 
on specific content only fail to 
provide students with a higher 
understanding of the tourism 
industry and of the world.__________
Programmes that focus on 
theoretical issues may provide a 
better basis for a higher 
understanding of the world and how 
tourism is part of it. However, 
peculiarities of the tourism industry 
that can only be learned through 
practice may be dealt inadequately 
in such programmes.______________
Tourism curricula in higher 
education tend not to contemplate 
the concept of ‘reflexive thinking’. 
As a result, students can become 
alienated (Freire, 1996) from reality 
and miss important issues that can 
affect their personal and 
professional development._________
Resources
The quest for quality in higher 
education, motivated by
governmental policies, has 
stimulated the creation of new 
resources to enhance the 
teaching and learning 
processes (Bibbings, 2005).
These new resources are beneficial 
to the students, as they can make 
the learning experiences more 
appealing and effective. However, 
in developing and non-English 
speaking countries -  such as Brazil, 
resources have not been on the 
focus of quality enhancement 
models.
Technological developments 
have promoted the 
popularisation of electronic 
resources through the 
websites of associations, 
organisations and institutions, 
among others (Bibbings, 
2005).
In the English-speaking world 
(including those where English is 
not the first language but is widely 
spoken as a second language) 
electronic resources are extensively 
used and help enhance the 
students’ learning experiences. 
However, in other countries, as is 
the case in Brazil, such resources 
are not so commonly available.
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Progression
The number of jobs in tourism 
is expected to rise from 238.3 
million in 2008 to 296.3 million 
in 2018 (WTTC, 2008). As 
such, new opportunities will 
become available for those 
tourism graduates that make 
the most of their educational 
experiences.________________
The quality of jobs in the 
tourism industry is actually 
better than that perceived by 
society -  including students 
(Choy, 1995; McKercher,
Williams & Coghlan, 1995).
Early employment, even if in 
entry-level positions, is 
decisive for future professional 
success. As tourism graduates 
become part of the workforce, 
they have the opportunity to 
show their true potential 
(McKercher et al., 1995).______
This expected growth means that 
more qualified staff will be needed 
in all sectors of the industry. 
Tourism students should take this 
opportunity to fill these vacancies, 
proving their worth to the industry.
Although students may lose 
motivation because they perceive 
poor employment prospects, 
institutions try to present the real 
potential of the tourism industry by 
inviting professionals, former 
students and academics to discuss 
the issue with them.
Not all institutions help students 
understand the peculiarities of the 
tourism industry and how 
progression tends to occur. As a 
result, students become 
unenthusiastic about employment 
prospects.
It is possible to note from Table 3.1 that most of the difficulties about 
evaluating and assuring quality in (tourism) higher education are somehow 
connected with the lack of focus on the student. Student-centred approaches 
that prioritise the student voice could be part of the solution to those 
difficulties. For instance, as for the evaluation of the quality of learning -  a 
process that happens inside the minds of students (Tyler, 1949; Biggs, 2001; 
Barnett, 1992) -  the only higher education quality evaluation systems and 
models in place until recently (e.g. Australia's CQE) tended to overlook 
students’ own opinions by concentrating on fixed issues considered important 
by the developers of such systems and models (Hill et al., 2003). However, 
some authors (e.g. Wickens et al., 2005; Barnett, 1992) perceive a current 
shift in the focus of institutions towards the student experience, which 
acknowledges the importance of listening to them in all aspects of their 
academic life. This trend is only emerging in some countries (e.g. in the UK’s 
QAA current approach). As such, evaluating this dimension of quality in 
(tourism) higher education is still a big challenge to be overcome.
Another dimension of quality in tourism higher education that can become a 
challenge for its evaluation, and consequently assurance, is assessment. As it
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depends on lecturers’ approaches, it is not always precise (Suskie, 2000; 
Becket, 2005). As is the case with the quality of the learning process, the 
outcome of learning is not easy to evaluate and quantify. Student-centred 
learning, through alternative assessment methods, such as problem-based 
learning and coursework, may be a solution to the problem (Becket, 2005). 
Student-student and student-teacher interaction should also be considered as 
an alternative to the more traditional didactic approach that prevails in the 
current curricula (Barnett, 1992). In doing so, the focus of the education 
process is not all on the lecturer, but also on the student and their 
counterparts.
Students’ future in the industry should also be central to the programmes, as 
their career may be determined by the professional experiences (be they work 
placements or actual jobs) they may have while in their student life 
(McKercher et al., 1995). No matter how important and obvious this may 
seem, there are institutions that do not take this issue seriously enough.
Each of the dimensions presented in Table 3.1 are discussed in the following 
sub-sections.
3A .1.1 Teaching and learning
Teaching and learning are extremely difficult to evaluate because they take 
place in the minds of students -  where the changes actually happen (Tyler, 
1949; Barnett, 1992). The question that arises from this situation is: how can 
we get into the students’ minds to appraise such changes? This makes the 
evaluation of the teaching and learning processes very complex. As a result, 
because of the apparent straightforwardness of numeric measures, students’ 
views on the quality of the teaching and learning processes have traditionally 
been investigated through quantitative methods (e.g. Ramsden, 1991) and 
important nuances that could only be addressed through qualitative methods 
have not been addressed until recently (e.g. Hill et al., 2003).
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Regarding the educators, Barnett (1992) comments that “[they] all have to 
become 'reflective practitioners'” (p. 27) and adds that “[d]espite its having 
been generated to meet curricular problems in certain fields, ‘the reflective 
practitioner’ is an idea which has general validity” (p. 185). The main reason 
for that is the fact that teachers have to aim indirectly at students’ success, 
especially because the outcomes of the educational process are 
unpredictable, “[...] the tasks of aiming and shooting are separate from the 
outcome: while the former affects the latter, the latter is not a simple function 
of the former” (p. 40). Teachers have to understand, evaluate and re-evaluate 
the whole educational process in order to help students achieve their aims.
The teacher has to find ways (teaching methods) to avoid the 'reproducing', 
'surface' and 'atomic' learning styles. Workload and assessment cannot 
overburden students. Challenging experiences need to be part of the 
students’ learning experiences, so that they have to really think and judge for 
themselves. Students have to feel that they are, partially, in command of their 
learning; they have to be involved. Being self-reflective and self-critical is 
essential to students’ intellectual autonomy. This view is defended by some 
academics, such as Freire (1987; 1996; 2001) and contested by others, such 
as Karapetrovic et al. (1999).
When it comes to learning, Barnett (1992, p. 89, paraphrasing the Department 
for Education and Skills, 1987) argues that:
[...] teaching quality is on the public agenda. Student 
learning, on the other hand, the quality of which cannot be 
expressed in numerical terms, is hardly anywhere to be seen 
within the public debate over the future of higher education.
Looking back to the concept of the reflective practitioner -  action, 
interpersonal engagement, ‘reflection-in-action’ and ‘knowledge-in-use’ (in 
Schon’s terminology) -  it is important to notice that not only the educator 
should incorporate this concept to his/her practice, but the student himself or 
herself has also to be a reflective practitioner, reflecting upon their actions and 
using the knowledge they obtain through the higher education process.
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The 'student experience' is also becoming a very popular aspect of quality in 
higher education. However, it is a complex term because the students' 
viewpoints are not always the same as those of other groups’, such as review 
panels, for instance. The term is even more complex when students do not 
take part in the discussions, such as when validating new course proposals.
The student is expected to make something of her 
experiences: literally, to make something out of her 
experiences [neither plagiarism nor cheating]. Higher 
education is a process of personal development: a process of 
individuals becoming more individual, more persons, in the 
sense that they become their own person (Barnett, 1992, p.
157).
According to Barnett (1992), if educators and institutions are really interested 
in the quality of the education they provide, improving students’ experience 
needs to be their first point of concern. By prioritising students’ experiences, 
providers will help them achieve their intellectual and professional goals.
The student experience has a long history in academic research. Haselgrove 
(1994), for instance, edited a collection of papers discussing the experience of 
students in higher education in the UK. The papers range from the 
experiences of students when they get into university to being there to their 
progression after graduation. It also includes two texts which look towards the 
tendencies in the area. The next chapter will deal with students’ perceptions 
of quality in higher education and Ramsden’s (1991 ) CEQ will be examined.
The ideas of students’ autonomy, maturity and intellectual development have 
to be central to any discussion about quality in higher education (Barnett, 
1992, Freire, 1987; 1996). Educators and institutions are expected to help 
students achieve their aims. Concentrating their efforts on improving the 
students’ experiences is the main means of providing quality higher 
education. On the closing paragraphs of his book on /Total Quality Care -  
TQC, Barnett (1992, p. 216) comments that:
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[...] the central activity of higher education is that of educating 
individual students; and that it is the continuing improvement 
in the educational processes that lies at the centre of our 
concerns over quality. I have called this approach total quality 
care.
3.4.1.2 Assessment
The quality of learning is the central focus of attention of assessment. Page & 
Thomas (1979) argue that the main aim of assessment is to measure such 
quality in a way that it can be quantified and make comparisons (among 
students' learning) possible. It is important to notice, though, that the students’ 
learning is not always the focus of lecturers, as assessment can be used in 
favour of teachers to exercise their authority over students.
A major issue with assessment is that it is not always as accurate as it is 
designed to be. As it depends on lecturers’ approaches (types of assessment) 
and interpretations (subjectivity), “[...] assessment is not scientific with 
predictable outcomes [...]” (Becket, 2005, 319). Even when lecturers try to find 
the best way of quantifying and measuring the quality of learning, it is difficult 
to do so fairly. Suskie (2000) argues that assessment is a challenge because 
of the natural inconsistencies in how teachers and students write and speak. 
“Sometimes we [do it] brilliantly; sometimes we're at a loss for words. 
Sometimes we have great ideas; sometimes we seem in a mental rut" (p. 7). 
This means that a student who is ‘in a mental rut’ on the day of an exam will 
probably have a negative assessment, even if they have attended classes, 
paid attention to the lecturer, read the suggested texts, etc. Taking the exam 
on another day could change the result, which demonstrates how inconsistent 
assessment can be.
According to Becket (2005), there has been a recent shift towards more 
student-centred learning in tourism higher education. Such shift has taken 
place through the use of alternative assessment methods; these include, but 
are not limited to, “[...] enquiry and problem-based learning and more use of 
coursework, peer and self assessment, groupwork and portfolios [...]’’ (p. 320).
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This shift has proved beneficial to students, as -  through the use of more than 
one method -  it closes the gap to a fairer assessment. As such, the focus of 
the assessment moves from the lecturers' fixed questions on an exam to the 
students’ own achievements.
Biggs (2001, p. 235) draws a parallel between the development of mass 
higher education and the use of multiple-choice testing in assessment. He 
argues that, as “[...] classes in many institutions became unmanageably 
large”, teachers were forced to use such approach because it became “[...] 
the only option realistically open to them”. The consequences of mass 
lecturing and multiple-choice testing are quite clear: low-quality education. 
Although lecturers are also victims of this situation, students are the ones who 
suffer most in these circumstances. In this scenario, the use of alternative 
student-centred assessment methods, observed by Becket (2005) is not a 
reality.
3.4.13 Curriculum
According to Barnett (1992, p. 173), “[...] the formation of the modem 
curriculum is [...] the outcome of a negotiation between contrasting viewpoints 
and group interests”. The curriculum should, at the same time, be able to help 
students achieve their intellectual development and provide them with the 
necessary skills to be successful in their careers. In order to allow the 
development of the mind, critical and collaborative interchange among 
students (and across educators and students) should be prioritised in the 
curriculum, “[...] formal didactic teaching should be kept to a minimum, with 
sessions containing real interaction between teacher and students and 
between students themselves (on group exercises)” (Barnett, 1992, p. 198).
One difficulty that emerges from curriculum design is to find the right balance 
between theory and practice. That is particularly true in the tourism curriculum 
in higher education (Shigunov Neto & Maciel, 2002; Mota, 2003), where a 
solid theoretical formation is needed for the understanding of the complexity
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of the tourism activity at the same time that the practical needs of the industry 
have to be met. A higher understanding of the world and, consequently, of 
how the tourism activity relates to other important areas may be better 
achieved by students that have passed through a programme that focuses on 
theoretical issues. However, such a programme may fall short in the important 
practical aspects of the tourism activity, making students less prepared for 
real-life situations in the industry. Therefore, the curriculum should always be 
developed taking this challenge -  of balancing theory and practice -  into 
consideration.
Shigunov Neto & Maciel (2002) highlight the importance of presenting the 
concept of ‘reflexive thinking’ (Dewey, 1953) to tourism students through the 
curriculum. The authors argue that if students are presented to the concept of 
‘reflexive thinking’ while studying tourism they will probably become reflexive 
professionals in the future, i.e., professional that are aware of their actions 
and that make a continuous self-evaluation aimed at self-development. As the 
tourism curricula in higher education tend not to contemplate this concept, 
students can become alienated (Freire, 1996) from reality. When this 
happens, students are likely to ignore how their actions can affect their 
professional development, resulting in a less conscientious professional.
3.4.1 A Resources
The recent changes in higher education quality assurance systems worldwide 
have stimulated a search for tools that may help institutions, lecturers and 
students achieve their goals. Among those tools are resources designed to 
enhance the quality of the teaching and learning processes (Bibbings, 2005). 
The use of such resources can transform the learning experiences of 
students, making them more appealing and effective. Bibbings (2005) 
comments that several government and non-government organisations and 
institutions have encouraged the creation and dissemination of new resources 
in the international academic arena. Nevertheless, the same does not apply to 
some developing and non-English speaking countries -  such as Brazil, where
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the creation of resources has not been prioritised and the use of those 
propagated by developed countries is generally prevented by the language 
barrier.
Among the most popular resources available nowadays are those that make 
use of the recent technological developments that took place, especially the 
World Wide Web. The websites of associations, organisations and institutions, 
among others, have become major sources for academic resources 
(Bibbings, 2005). Once again, the language barrier prevents those from 
outside the English-speaking world (including countries where English is not 
the first language but is widely spoken as a second language) to make the 
best use of such electronic resources -  which may aid the enhancement of 
the quality of the students’ learning experiences.
3A .1.5 Progression
The constant growth of the tourism activity observed by international 
organisations, such as the UN WTO -  United Nation’s World Tourism 
Organization and the WTTC -  World Travel & Tourism Council, mean that the 
opportunities for tourism graduates are expected to rise. According to the 
WTTC (2008), the current 238.3 million tourism jobs worldwide will rise to
296.3 million by 2018. Those students who make the most out of their 
experiences will have more chances to integrate the growing tourism 
workforce. By filling in the existing gaps on the industry, well-prepared 
students will have the possibility to show their real potential to employers. 
Institutions’ role is to provide a solid academic formation that meets the quality 
standards in all aspects investigated here.
The quality of tourism employment, according to the studies of Choy (1995) 
and McKercher et al. (1995), is surprisingly good. Although society perceives 
employment in the tourism industry to be primarily comprised of low-skilled 
and low-paying jobs, tourism graduates that have entered the workforce feel 
that the opportunities exist and that after their initial appointment at a given
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company they have the chance to show their potential and to rise up in the 
hierarchy of the organisation. In other words, the quality of tourism jobs is in 
fact better than the perception commonly held. This wrong perception affects 
students’ motivation, as they expect poor employment prospects after 
graduation. The actual potential of the industry has to be highlighted in 
tourism programmes, so that students can make a more accurate picture of 
their prospects. A way of doing so is by inviting professionals, former students 
and academics to discuss the characteristics and perspectives of the industry 
with them.
One peculiarity of the tourism industry is that early employment influences 
graduates’ future career success profoundly. Even when this early 
employment is in an entry-level position, the tourism graduate has the 
opportunity to get involved with the activity and to become part of the 
workforce. Consequently, they have the opportunity to show their own 
potential to the employers. As McKercher et al. (1995, p. 544) put it, “[t]he 
recipe for early career success appears to be based on quickly securing the 
first job after graduation, and then being prepared to move rapidly between 
jobs when opportunities arise”. It is important that institutions help students 
recognise the peculiarities of the tourism industry, so that they can understand 
how progression tends to occur and become more enthusiastic about 
employment prospects.
3.4.2 Current Methodologies of Quality Assurance in Tourism Higher 
Education
An overview of the results of and reactions to the UK’s Quality Assurance 
Agency Subject Review are presented below. Then, an analytical description 
of the TedQual methodology, developed by the UN WTO is offered. Finally, 
the Brazilian higher education evaluation system is examined. The British 
perspective is presented because, as Teixeira & Baum (2001, p. 190) put, 
“[tjhe trend in the UK, following that in the USA, is towards an increasing 
focus on academic qualifications and academic output as a measure of
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success among tourism educators". The TedQual methodology, on the other 
hand, was chosen for the analysis for being the only worldwide initiative for 
constructing a framework for measuring quality in tourism education known to 
the author. The Brazilian system is presented in order to offer the reader a 
better understanding of where tourism higher education lays in the context of 
this research.
3.4.3 UK’s Quality Assurance Agency
In England, the Quality Assurance Agency for Higher Education -  QAA (also 
known as the Agency) is responsible for assessing the quality of programmes 
of higher education in subjects publicly funded by the government. To do so, 
until 2005, the Agency conducted periodic subject reviews. After the subject 
reviews were heavily criticised within academic circles and a period of 
consultation, the QAA changed the focus of the assessment from subject 
reviews to institutional audits (QAA, 2006). In both approaches,
[tjhe mission of the Agency is to safeguard the public interest 
in sound standards of HE [higher education] qualifications 
and to encourage continuous improvement in the 
management of the quality of HE (QAA, 2004).
As far as the subject reviews in tourism and tourism-related subjects are 
concerned, since 2000, when the first reviews in Hospitality, Leisure and 
Tourism took place, there has been a wide debate about the process. The fact 
that the QAA subject review assessed the quality of the institutions’ 
programmes in relation to their own self-evaluations -  which meant they 
could, in a way, manipulate the results, by creating the benchmark to be 
assessed during the visits -  was in itself a major setback of the methodology. 
Furthermore, the process put a significant amount of bureaucratic burden onto 
the shoulders of academics. Several other difficulties have been identified by 
researchers of a number of subject areas.
Laughton (2003) presented a review of the opinions of academics working in 
higher education to the QAA subject review. He limited his study to the
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responses published in the Times Higher Education Supplement between 
January and August of 2001. According to this author, the articles could be 
classified into six major themes (administrative/cost burden; grade 
inflation/gamesmanship/organisational learning; elitist bias within the system; 
system impact of quality review; reliability of the system; and philosophical 
objections to the system). However, Laughton (2003, p. 320, paraphrasing 
Ball, 1999) highlighted that the government seemed to be open for the 
discussion and heard the responses of the academics, leading to a revision 
and consultation of the process. He argued that:
[...} there is a genuine opportunity to develop an approach on 
the ground that meets the needs, wants and aspirations of 
academic staff with respect to demonstrating and evidencing 
teaching quality enhancement, and to win the ‘struggle for the 
soul of the teacher’
Between 2000 and 2001, the quality of programmes in Hospitality, Leisure, 
Recreation, Sports and Tourism (HLRS&T) was assessed by the QAA Subject 
Review, and, according to their report (QAA, 2001), the results were very 
favourable, as an average of 3.4 out of 4 was obtained in all aspects and 
visits. Below is a description of what each mark meant in the QAA Subject 
Review (Tribe, 2003b paraphrasing the QAA, 2000b, p. 47):
Table 3.2 The QAA Grade Descriptors
Points Grade descriptor
1 The aims and/or objectives set by the subject provider are not met; there are maior shortcomings that must be rectified.
2
This aspect makes an acceptable contribution to the attainment of 
the stated objectives, but significant improvements could be made. 
The aims set by the subiect provider are broadly met.
3
This aspect makes a substantial contribution to the attainment of the 
stated objectives; however there is scope for improvement. The 
aims set by the subject provider are substantially met.
4 This aspect makes a full contribution to the attainment of the stated objectives. The aims set by the subject provjder are met.
The aspects of the assessment received the following mean scores:
• Curriculum Design, Content and Organisation -> 3.80;
• Teaching, Learning and Assessment 3.01 ;
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• Student Progression and Achievement 3.47;
• Student Support and Guidance -> 3.81 ;
• Learning Resources 3.65; and
• Quality Management and Enhancement 3.01.
Tribe (2003b) produced a comparative study betv^een tourism lecturers’ 
perceptions of quality in higher education and the results of the QAA Subject 
Review in HLRS&T. He developed a questionnaire comprised of 42 closed 
questions (quantitative) and a blank page to be filled in with general 
comments (qualitative). Overall, the findings showed teachers agreed with the 
QAA Subject Review main results. However, there are some discrepancies in 
a number of the aspects -  such as curriculum innovation, where 80% of 
lecturers scored it as 3 or more (4 in 36% of cases) whereas the QAA scored 
91% of institutions visited as 3 or more (4 in 52% of cases) -  and major 
criticism about the whole QAA Subject Review process. Most lecturers 
believed the process was too bureaucratic, the benefits too few and the 
accuracy too low, as institutions are able to choose and manipulate what is to 
be reviewed during the visits. In the words of one of the respondents in Tribe’s 
research:
‘I have grave reservations about the entire discourse of 
quality that pervades HE [higher education] management... it 
is often used as a cover for evading real structural reform in 
HE (increased funding, better employment conditions, gender 
equality, more robust mechanisms for ‘widening participation’ 
etc.)’ (p. 35).
As part of a larger system of quality assessment in higher education 
institutions, the QAA Subject Review was open to the same criticisms 
presented in the initial sections of this chapter about quality control/assurance 
in higher education institutions. The imposition of the methodology is one of 
its main setbacks. Both management and academic staff were compelled to 
follow the guidelines dictated by the QAA and produce the results expected by 
the Agency. QAA’s own conception of what quality means and the ways of 
achieving it had to be incorporated into universities’ philosophy in order to fulfil 
the requirements of the methodology. It means few stakeholders had their say
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in the whole process, especially the students, those who actually do the 
achieving in higher education (Barnett, 1992).
As with the RAE, one may consider the QAA Subject Review as necessary for 
the running of the higher education system. However, the adoption of such a 
system, implemented by the government with limited input from key 
stakeholders -  such as educators and programme managers (Laughton,
2003), is worrying. The government, part of the external domain in the 
education system, uses its position to ‘force’ the academic community 
(internal domain) to follow their directions and guidelines (Barnett, 1992). As a 
result, the intrinsic interests of the education system, those of students, are, 
sometimes, overlooked. Instead of improving students’ experiences, 
academic staff are stuck with piles of bureaucratic work and administrative 
tasks to fulfil the QAA requirements. The approach advocated here -  a 
student-centred education that is focused on academic achievements and 
personal and professional development -  requires time, attention and 
devotion from lecturers. If they are overloaded with bureaucratic work and 
administrative tasks, they will not be able to concentrate their efforts on the 
issues that should really matter in higher education. Contrary to its objectives, 
the QAA Subject Review had become a hurdle to quality enhancement in 
higher education -  except for the administrative procedures.
Speaking of the shift from subject reviews to institutional audits, Laughton 
(2003, p. 319) argues that the methodology was expected to be “[...] less 
individually burdensome and intrusive [...]” and, as a consequence, “[...] a 
relief for many academics [...]”. He also highlights the importance of replacing 
the numerical grades on individual aspects of a subject “[...] by the use of 
qualitative statements at the institutional level [...]”. This, he adds, “[...] may 
also be perceived as a supportive aspect of the new process".
No overview report on hospitality leisure, sports and tourism on the 
institutional audits have been published to date. What is more important to 
this study is that the institutional audits consider students to be central to the 
process. As such, student representation, and institutions' efforts for getting
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Student feedback as well as feedback from graduates and from employers are 
among the main recommendations from the audit reports published about 
individual institutions to date. Speaking of the arrangements for student 
representation and feedback, the QAA (2005, p. 3) points out that:
Students are invited to participate at various stages of the 
audit process: their representative body is invited to make a 
written submission to inform the audit and meetings with 
students are arranged during the briefing and audit visits to 
ensure that they have the opportunity to bring matters to the 
attention of the audit team.
The shift to institutional audits means that a less time-consuming system is 
presented to academics at the same time that students become central to the 
discussions on quality in higher education.
3.4.4 UNWTO’s TedQual
The seriousness of tourism as an academic area of study at the tertiary level 
has always been a question mark for those from other academic areas (Airey,
2004). The UNWTO’s initiative to create a quality system for tourism 
education programmes worldwide (the TedQual methodology -  Tourism 
EDucation QUALitv) was motivated by, among other factors, the search for 
respectability of the area. A degree that has programmes which are 
internationally audited and accredited by a United Nation’s agency will tend to 
fall out of the ‘Mickey Mouse’ category, getting more respect from 
counterparts from other subject areas. The development of the methodology 
was also motivated by the growing competitiveness and the use of total 
quality methodologies among tourism destinations and businesses all over the 
world. It was recognised that although total quality methodologies were very 
popular in government and business settings, they were “[...] extremely rare 
in the case of the training of human resources for tourism’’ (WTO, 1997, p. 6). 
One major problem that arises from this is the fact that “[...] it is becoming 
increasingly obvious that the future of the tourism industry will depend more 
on humanoiogy than on technology” (p. 6) and, as such, assuring the quality 
of the training of future personnel becomes imperative. These were the
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background considerations for the development of the methodology by the 
UNWTO.
One criticism about the methodology can be drawn from the quote below. 
According to the UNWTO’s TedQual methodology:
There is a tendency to link improvements in tourism 
education and training with the need for major investments, 
when, in fact, efficient management may often bring about 
substantial improvements, simply by redefining processes 
(WTO, 1997, p. 12).
The word ‘simply’ in the passage is key to the recognition of the limitation of 
the TedQual approach in estimating the real costs involved with the 
implementation of a total quality methodology. Redefining processes is 
complex and very time-consuming.
The TedQual Certification puts forward a methodology and voluntary 
standards with international scope aimed at facilitating the measurement and 
improvement of quality in tourism education programmes, so that the tourism 
industry and destinations can benefit from qualified professionals. As the 
UNWTO puts it:
The specific aims of the TedQual Certification System are: (i) 
to establish a quality assurance model, through voluntary 
standardization, of tourism education and training systems, 
and (ii) to smooth the way towards greater pedagogic 
productivity and efficiency in tourism (WTO, no date, p. 7).
The Certification is structured on three major components -  quality standards, 
quality audit and quality certification. The quality standards provide the basis 
for tourism programmes to meet defined or pre-established characteristics. 
The audit is a process of investigation where a specialised independent 
organisation verifies if the tourism programme seeking certification meets the 
standards set by the UNWTO and, if so, to what extent. Reports are produced 
by this independent organisation and later forwarded to the TedQual 
Certification Committee, which is responsible for the final component of the
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TedQual system -  certification. The Committee is made up of international 
tourism experts accredited by the UNWTO (WTO, no date).
The importance of the TedQual system for institutions can be perceived in the 
following quote from the UNTWO;
From an external perspective, the TedQual Certification 
System enables Education Institutions to obtain recognition of 
the quality of their programmes in the tourism education 
market and, from an internal point of view, it enables them to 
take advantage of the benefits of continuous self-assessment 
using an internationally recognized model (WTO, no date, p.
11).
According to the UNWTO (WTO, no date, p. 5), “[...] the first step to establish 
a competitive tourism education system is to identify the needs and 
expectations of those involved in such a system [...]”. It is important to note 
that the TedQual system considers the following groups to be the key 
stakeholders in tourism education: employers, students and educators. 
Speaking of the students, the focus of this thesis, the UNWTO comments that 
they are the immediate consumers of the product and, as such, that they 
should be taken as an obligatory reference in all the activities and tasks 
carried out by education providers. The sub-processes involved with the 
students are as follows (WTO, no date, p. 23):
Attractiveness of TEP for student:
- Financial and administrative procedures,
- Communication.
Relationship with student:
- Admissions criteria,
- Academic and administrative management,
- Financial and administrative management,
- Complementary services.
Assessment of student:
- Determination of student satisfaction,
- Industry acceptance,
- Academic file administration.
It is important to note that the UNWTO’s initiative is a significant one. Not only 
because of the aims -  the creation of a quality assurance model and the 
enhancement of pedagogic productivity and efficiency in tourism -  but also 
because of the attention given to several stakeholders, including the students.
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The voices of the stakeholders are listened and considered to be very 
important for the quality of tourism education programmes. When the 
concepts and issues discussed in this thesis are contrasted to the practice of 
the Certification, the UNWTO’s model is the most appropriate approach to 
quality in tourism education developed and implemented to date.
3.4.5 Brazil’s SINAES
The initial experiences with the evaluation of higher education at the 
undergraduate level in Brazil started in the 1980s, with voluntary initiatives by 
some institutions. It culminated in 1996 with the creation of the National 
Programmes Evaluation -  that became known as Provao (literally translated 
as Big Test), as it was solely based on the results of a test conducted with 
graduating students (Polidori, Marinho-Araujo & Barreyro, 2006). There were 
many critics of the model, which stimulated competition among institutions 
through the public divulgation of a ranking of programmes based on the 
results of the Provao. In 2002, amid criticism from academics and the 
opposition parties and months away from the presidential elections, the main 
opposition party at the time -  the Brazilian Labour Party -  proposed a model 
aimed at creating a culture of evaluation within the institutions through the 
development of internal self-evaluations that should encompass the views of 
all members of the academic community as well as those of the surrounding 
community. However, after the Labour Party won the elections and Luiz Inacio 
Lula da Silva became the country’s president, conflicting views inside the 
government emerged. Some wanted to continue with a regulatory system that 
could result in ranking and penalties to the institutions whereas others wanted 
to create a system that was not punitive but emancipatory, i.e., a system that 
could help institutions keep their autonomy at the same time that quality would 
be treated seriously internally and externally (Barreyro & Rothen, 2006).
Much discussion took place and several political manoeuvres were 
successfully conducted by those defending either view. As a result, the 
current system -  the National Higher Education Evaluation System (SINAES
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In the Portuguese acronym for Sistema Nacional de Avaliaçâo da Educaçâo 
Superior) -  was born as a mix of contrasting views. This has led to a system 
where both the emancipatory and the regulatory approaches are valued. The 
emancipatory approach takes place in the first instance of evaluation through 
the internal self-evaluations, aimed at creating a culture of quality and 
providing the members of the academic community with a deeper 
understanding of the positive and negative aspects of their institution. The 
regulatory approach, on the other hand, becomes apparent in a following 
phase of the evaluation process, where first-year and final-year students are 
tested in regards to general and specific knowledge and the results compared 
and contrasted with each other and made publicly available.
Although the SINAES was formally launched in 2004, its implementation took 
several months. First, institutions had to create committees to plan and 
conduct the self-evaluations. Then, the government indicated which areas 
would be the first ones to have their students tested. Tourism was not one of 
the first areas, but was added to the list the following year. As a result, seven 
respected academics from different institutions were invited to compose a 
national committee of tourism experts created to oversee the process in 
regards to the tourism-specific content -  with the existing committee for the 
general content assuming the same role with tourism programmes as they 
had had with other areas before (Brazil, 2007).
The fact that this system has been in place for a very short time, especially in 
the context of tourism programmes, makes it difficult to provide a critical 
analysis. So far, there is no indication of how successful or otherwise it will be. 
It can be inferred from how it was shaped, however, that it might be difficult for 
it to achieve its aims -  of quality enhancement, guidance on the expansion of 
the provision, permanent increase of institutional efficacy, academic and 
social effectiveness and, mainly, the extension of social commitments and 
responsibilities -  if there is no agreement on a quality management paradigm.
It is important to note that, although the students’ participation in the SINAES 
is limited to taking tests during their first and final year of study and providing
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feedback on the test itself, they also have to complete a socio-economic 
questionnaire, aimed not only at gathering information about their profile but 
also on their opinion on the quality of their education experiences. In 2006, 
the questionnaire was formed of 109 closed questions of which 62 were about 
the student experience -  with questions varying from the quality of teaching 
methods to the number of students in the same class. Even though the 
students’ perceptions were valued in the system, the quantitative approach 
and the excessively high number of questions make it difficult for the results to 
be representative and, more importantly, acted on.
3.5 CONCLUSION
Quality in higher education is a topic which has attracted the attention of 
researchers all over the world for over a decade now. The changes, especially 
in the western world, to the provision, assessment and funding of higher 
education stimulated the creation of quality control/assurance systems. As a 
result, universities became a target for scrutiny and were required to adjust 
their existing structure to meet the standards imposed by governments.
The adoption of quality management methodologies used in industrial settings 
was shown to be ineffective in institutions of higher education due to the 
particular characteristics of the sector and, especially, of the process, where 
mistakes and errors are welcomed as part of a learning curve in the students’ 
lives. TQM, while not a unanimity among academics and practitioners in the 
industrial sector, was applied in many universities worldwide. Other 
approaches, such as the TQC methodology developed by Barnett (1992) also 
tried to set a consensus over how to measure and improve quality in 
institutions of higher education. In spite of that, a major setback concerning 
the ideas that support the concept of TQC is visible; much of the discussion is 
theoretical only and brings few insights for practical application of the concept 
in institutions.
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Although the students’ role in achieving quality in higher education is 
recognised by most researchers, their perceptions of quality are generally 
overlooked, both in the literature and in institutions’ quality 
management/assessment systems. Listening to the students is central to the 
successful adoption of a quality management system in higher education and, 
as such, was the basis of the first phase of field work undertaken in this 
research.
The next chapter expands the ideas exposed here about the students’ role in 
providing feedback for quality improvement. The literature on the student 
voice in (tourism) higher education is examined and issues related to their 
position as stakeholders of the education system are discussed -  tying up the 
main concepts that form the theoretical basis of this research before the 
methodological aspects can be detailed.
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CHAPTER 4 -  THE STUDENT VOICE ON QUALITY IN TOURISM
HIGHER EDUCATION
4.1 INTRODUCTION
Following the discussion on quality in tourism higher education, the idea of the 
student voice on the topic is presented. The chapter opens with some 
observations about the student as a stakeholder in the higher education 
arena. Then, a further discussion about quality in higher education and how 
stakeholders’ positions within institutions may shape their understanding of 
the term ‘quality’ are presented. These are offered to set the context for the 
debate on students’ perceptions of -  and later student voice on -  quality in 
higher education and more specifically in tourism higher education. Models 
used to identify the students’ perceptions of quality in (tourism) higher 
education are presented. Finally, attempts to hear the student voice on quality 
in tourism higher education are examined. The chapter draws to a close with 
some concluding remarks about what was presented and a hint of what is to 
come in the following chapters.
4.2 THE STUDENT AS A STAKEHOLDER
The notion of stakeholder theory has been debated in academia for some 
time now. Over a decade ago, Donaldson & Preston (1995) commented that 
there were more than a hundred articles and a dozen books on the topic 
already. In 1999, a special issue of The Academy of Management Journal 
(volume 42, issue 5) on the topic was published. More recently, Friedman & 
Miles (2002) stated that ‘stakeholder’ is now common parlance and 
commonplace in academic and non-academic debates. The authors note, 
however, that “[n]ot enough work has been done [...] in order to combine the 
different strands of stakeholder theory into a single meaningful framework” (p. 
2). In a management terminology. Philips (1997, p. 52) argues that 
‘‘[s]takeholder theory [...] suggests that there is a multiplicity of groups having
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a stake in the operation of the firm -  all of whom merit consideration in 
managerial decision making”. This idea of ‘groups having a stake in the 
operation of the firm’ can be extrapolated to other settings, including the 
educational one. As such, groups of, say, lecturers may have a stake in the 
operation of the institutions where they work. Similarly, students may have a 
stake in how the classes in their programmes are conducted.
The complexity of most education systems means that a number of 
individuals, as well as groups of individuals, have to interact for mutual 
benefits, justifying the idea of stakeholder management (Phillips, 1997) in 
educational settings. Institutional managers, for instance, may rely on the 
decisions of policy makers in order to implement strategies in their institutions. 
Accordingly, lecturers may rely on such strategies to determine the 
peculiarities of the modules they teach. As Friedman (2002, p. 4) puts it;
Social structures (itinerary of interests, roles, opportunities, 
power differentials) and cultural systems (sets of ideas about 
what is true or false which are thereby subject to presumed 
universal laws of logic) shape actions, perceptions of ideas 
and people’s attempts to influence the ideas and actions of 
others
Academic communities represent one such social structure whereas 
education systems represent such a cultural system. Hence, members in 
different hierarchical positions in academic communities and education 
systems affect -  and are affected -  by the thoughts, opinions and, especially, 
actions of the others. Students, the main focus of this research, are part of 
this social structure and are part of an education system. How much the 
student voice affects the other stakeholders and how much the other 
stakeholders affect the students is a complex issue. What is important to note 
is that “[...] they are [...] voluntary members of a co-operative scheme for 
mutual benefit and as such are [...] stakeholders [...]” (Philips, 1997, p. 63).
Commenting on the increasing numbers of new quality management 
frameworks in Europe, Brennan (2001) argues the reason behind this growth 
is the rearrangement of power and values in higher education. It is important
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to note that he limits this redistribution of control to only a few stakeholders, 
namely “[...] state authorities, the universities and their basic units” (p. 131). In 
doing so, another important stakeholder, the student, is excluded from the 
discussion. The reason why this exclusion occurs may be justified by the 
dominant discourses of quality currently in place. According to Tribe (2003b), 
the dominant discourses of quality establish what should be considered 
quality and what should not. Similarly, dominant discourses exercise an 
including and excluding function that determines who is allowed to speak with 
authority on quality and who is not.
The following section will deal with issues related to quality in higher 
education and how the student fits as a stakeholder.
4.2.1 Quality in Higher Education and the Student as a Stakeholder
In order to start any discussion about the student voice on quality in (tourism) 
higher education, it is important to highlight that the meanings the term 
‘quality’ has are various -  as discussed on the previous chapter. In 
acknowledging this, we may remind ourselves that, in the context of this 
research, ‘quality’ is perceived as a power struggle. As Barnett (1992, p. 6) 
highlights:
The debate over quality in higher education shouid be seen 
for what it is: a power struggle where the use of terms reflects 
a jockeying for position in the attempt to impose own 
definitions of higher education
Speaking of the voices that influence the way universities operate, Barnett 
(2000, p. 34) points out that “[i]t is the louder and more strident voices that are 
noticed by the university”. But who are those groups ‘jockeying for positions’ 
and trying to have a ‘louder and more strident voice’? Reavill (1998) 
developed two models to identify the customer of higher education -  one 
based on a product analogy and the other on a service analogy. However, as 
both proved inadequate, as each identified a different customer, he proposed 
a more comprehensive model using a systems approach. This way he was
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able to Identify 12 stakeholders who contribute to, or benefit from, higher 
education. They are: the student, the employer, the family and dependants of 
the student, universities and their employees, the suppliers of goods and 
services to universities, the secondary education sector, other universities, 
commerce and industry, the nation, the government, national and local 
taxpayers and, finally, professional bodies. This high number of interest 
groups shows the complexity of the topic of quality in higher education. As 
Marginson & Considine (2000, p. 7) put it, “[i]nstitutions such as universities 
are doubly structured, by internal configurations of power, and by their 
intersections with outside interests".
As each group tries to define and pursue quality in higher education with their 
own interests in mind, the dominant groups prevail (Barnett, 1992) while 
others -  such as the students -  are overlooked (Fielding, 2001). Who 
exercises authority and control over whom in higher education and how these 
can -  and should -  be shared among all stakeholders is the key to 
understanding the importance of the student voice in the context of this 
research. All stakeholders should recognise, and value, the students’ 
contribution to, and benefits from, higher education. In doing so, the student 
voice could become more relevant to the management and improvement of 
quality in higher education.
One obstacle to this is that the student role in the university is defined by 
norms and traditions. And, as Morley (2005, p. 87, paraphrasing Shore & 
Wright, 1999), comments, “[n]orms can constitute an invisible web of power 
and domination because the norms become internalised and more difficult to 
recognise and contest”. It is important to highlight how previous experiences 
may have shaped the current norms and traditions. Although much has 
changed since then, the following extract from a letter from a tutor illustrates 
how a lecture was conducted in the UK in 1855 (Bourdieu & Passeron, 1965, 
p. 2):
It is the most important point, you know, that the tutor should
be dignified and at a distance from the pupil, and that the
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pupil should be as much as possible degraded. Otherwise, 
you know, they are not humble enough.
A century later and in another country -  France -  the situation had not 
changed that much. Students were not perceived as active stakeholders in 
the educational process. Speaking of the spatial and verbal distances that 
existed in the teacher/student relationship in French higher education in the 
1960s, Bourdieu & Passeron (1965, p. 19) commented:
The professor, engaged in a monologue on a topic chosen by 
him, prepared and physically removed from his silent 
interlocutors, is sheltered from the hazards of improvisation, 
from surprise interruptions and from objections that might be 
fired at him.
These examples show how the students’ position as stakeholders affects their 
ability to express themselves. In such scenarios, students’ views on quality 
were not welcomed. In fact, they were completely ignored and avoided. As 
Bourdieu & Passeron (1965, p. 20) pointed out, the students had to behave in 
expected manners, which included using what they termed rhetoric of despair 
-  “[...] the mechanical reiteration of ideas presumed dear to his professor [...]”. 
That is to say that the student voice in the learning process was utterly 
silenced. In fact, the student voice on all important issues, including quality, 
was silenced -  not only the voice on learning process. Society has changed 
and the ways universities operate have changed since then (Barnett, 2000). 
However, the ‘invisible web of power and domination’ commented by Morley 
(2005, p. 87, paraphrasing Shore & Wright, 1999) still persists.
In this context, the importance of listening to the student voice can be 
defended on several fronts. Their role as stakeholder may be observed 
through different angles. One may, for instance, argue the students are those 
who experience the educational process first hand and, for that reason, are 
the most appropriate people to provide feedback on it. Another argument 
would be that they are the clients of the service being offered by the 
institutions and those who can demand change and enhancement. As Barnett 
(1990, p. 153) points out, “[i]f the students do not value their learning 
experiences, they can go elsewhere”. As he argued later (Barnett, 1992),
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students do the achieving in higher education and struggle to make sense of 
their experiences while dominant groups, such a teachers and academic 
managers, base their practice in favour of either their own interest or the 
systems (educational policies) in place.
The teacher’s authority in the classroom is also an important issue (Barnett, 
1990) in the role of the student as a stakeholder in higher education. It has a 
profound impact on the likelihood of students being able to express their 
views in their own voices and on the dominant groups’ willingness to hear and 
act based on the students’ voices.
The following section presents an overview on how students’ perceptions of 
quality -  and indeed the student voice -  started to conquer more space in 
education systems.
4.3 STUDENTS’ PERCEPTIONS OF QUALITY IN HIGHER EDUCATION
Studies of students’ evaluation initiated in the 1920s, and programmes on 
students’ evaluation were introduced in North American institutions in the mid- 
1920s. Research on the topic, however, only started to expand more 
significantly in the 1970s and 1980s. It is important to notice though that “[...] 
it has a long and important history dating back to the pioneering research 
conducted by H. H. Remmers” (Marsh, 1987, p. 257). Due to his pioneering 
initiative to conduct the first systematic research programme in the field of 
students’ evaluations of teaching effectiveness, he is considered by some the 
father of research into students’ evaluations. According to him:
As higher education is organized and operated, students are 
pretty much the only ones who observe and are in a position 
to judge the teacher’s effectiveness (Remmers, 1958, p. 20, 
cited in Marsh, 1987, p. 258).
The main problem with the existing literature on the topic of students’ 
perceptions of quality is that it often focuses the analysis on only one 
dimension of quality in education -  teaching, such as in Marsh (1987) and the
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previous studies he presented. Besides, the existing studies are generally too 
quantitative, leading to the omission of, the students’ own voices on the 
analysis of data and results of the researches.
4.3.1 Students’ Perceptions of Quality in Tourism Higher Education
In the context of tourism programmes, general initiatives to identify the 
students’ perceptions of quality were adopted. Two of those initiatives, the 
Course Experience Questionnaire and the English National Student Survey, 
are presented below.
4.3.1.1 Course Experience Questionnaire -  CEQ
One example of a model that approaches quality in higher education centred 
on the students’ perceptions is the CEQ (Ramsden, 1991). It is a student- 
centred model for teaching evaluation created by Paul Ramsden in the early 
1990s and developed over the years. The CEQ’s main feature is a 
questionnaire, initially comprised of 80 scales and then reduced to 57 after the 
first trial. All items were developed based on either existing evaluation 
questionnaires or on the author’s “[...] experience of analysing open-ended 
student feedback questionnaires at course level” (Ramsden, 1991, p. 133). In 
1989, a national trial was conducted in Australia. The questionnaires were 
sent to institutions and later forwarded to students, who were asked to return 
them directly to the research team. This method of administration made it 
difficult to determine the exact response rates for each programme. However, 
a rate of 60% was achieved for the entire survey, with the total of usable 
responses reaching 3,372. Later on, the CEQ became the official Australian 
framework for quality assessment in higher education institutions.
As in most of the studies on student evaluation published to date, two major 
setbacks can be identified: 1) it tends to focus the evaluation on only one 
aspect of the education process -  teaching; and 2) it tends to be highly
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quantitative, leaving almost no space for the students’ own voices to be 
heard. On the other hand, the rigidity of the approach allows the creation of a 
time-series database and further analysis of past changes and future trends.
The nationwide application of the CEQ in Australian institutions for over a 
decade has been attracting the attention of researchers from other parts of 
the world. Several researchers have applied the methodology in the context of 
their subject areas, including hospitality, leisure, sport and tourism (Downie & 
Moller, 2002), where Ramsden’s questionnaire was replicated with final-year
students in British institutions. The study “[...] show[s] that there is
commonality regarding students’ views of their teaching and learning
experience across the four subject areas” (p. 79). The authors add that:
The findings of the pilot study indicate that there are: 
considerable strengths of provision within the hospitality, 
leisure, sport and tourism subject areas, aspects that require 
further investigation, and both commonalities and differences 
within the subjects (p. 80).
The students from all four subject areas ranked the content of their courses as 
the highest aspect, with ‘content related to industry/ workplace/ the real world’, 
‘variety and range of modules’ and ‘content of specific module/ unit’
considered the strongest attributes. This was followed by teaching methods 
and skills, where ‘personal development/ learning various skills’, and ‘group 
work’ were the main aspects. Staff were ranked third for being considered 
‘knowledgeable/effective or helpful/approachable’. In fourth place the students 
ranked their work placement opportunities, where they ‘gained valuable 
industry experience’.
On the other hand, opportunities for improvement were found in the following 
aspects of the student experience. The student/teacher communication is 
perceived as in need of improvement with students wanting ‘clearer 
information about what is expected from [them]’, ‘more time with lecturers and 
tutors’, ‘more timely and useful feedback’, and ‘improved communication 
between staff and students’. Although the content of courses was highly rated 
by students, there was also room for further development relative to ‘more
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modules/units to choose from’, and ‘more practical/ work related modules/ 
units’. In relation to course delivery, students would like to have improved 
‘group work’, and ‘lectures/ lecturers’. They also want ‘improved learning 
resources’ in respect to facilities and resources. Finally, students criticised the 
workload, which they consider ‘too concentrated’.
Although the study was explanatory and brought some interesting insights on 
what strengths and weaknesses students perceive in their experience, the 
application of the CEQ in tourism -  and related areas -  falls in the same 
criticism given to the general methodology behind Ramsden’s (1991) 
suggested approach. Students’ own voices are overshadowed by quantitative 
data predetermined by researchers.
4.3.1.2 National Student Survey
Recently, in 2005, the Higher Education Funding Council for England 
(HEFCE) undertook the first National Student Survey (NSS), which was aimed 
at “[...] gather[ing] feedback on the quality of students’ courses, to help inform 
the choices of future applicants to higher education, and to contribute to public 
accountability” (HEFCE, 2006). In 2005, some 170,000 students from a wide 
range of subjects responded to the survey, which represented a response rate 
of about 60%. The methodology adopted in the survey is mostly quantitative, 
as the 2007 questionnaire (http://www.thestudentsurvev.com/archive/nss- 
questionnaire-enalish.pdf) shows. It was comprised of 22 Likert-type scales 
and only one open question. The 22 quantitative questions were clustered into 
six categories and an overall satisfaction question. The six clusters were: 
teaching, assessment and feedback, academic support, organisation and 
management, learning resources, and personal development. The only 
opportunity students had to express their own ideas was in the closing part of 
the questionnaire, where they were asked to highlight any positive and/or 
negative aspects of their experiences. This means a move towards a more 
qualitative approach in the NSS, with students being able to express their 
opinion in their own voices. However, this section represented only a fraction
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of a relatively large questionnaire. It is important to note that the NSS is not 
limited to the analysis of the data collected through questionnaires. In-depths 
interviews are also used and students and other stakeholders have the 
opportunity to express their views (HEFCE, 2005).
The results of the NSS are publicly available at the Teaching Quality 
Information website (http://www.tqi.ac.uk) by subject areas and institutions. 
Tourism education is grouped with transport, travel and others in business 
and administrative studies. The overall satisfaction achieved by the tourism- 
related subject areas was 3.86 out of five, with 17 institutions taking part and 
1,792 students responding to the questionnaire. The average response rate 
was 62%. The cluster that ranked highest was personal development with a 
score of 4.0. Assessment and feedback, on the other hand, had the lowest 
score -  3.5.
The methodology adopted in the NSS has positive and negative aspects. It is 
positive in the possibility of creating a longitudinal set of data, which could 
help understand why and how improvements took place (or otherwise) and 
foresee trends based on previous results. On the other hand, the central role 
of the questionnaires (especially the large amount of closed questions) limits 
what the students can say about their experiences.
4.3.2 Student Voice on Quality in Higher Education
A step further in identifying students' perceptions is listening to their voices. 
There have been waves of discussions about the concept of the student voice 
in the 20^  ^century education literature (Fielding, 2001). From the early work of 
Dewey in the 1930s to a 2006 special edition of the International Journal of 
Leadership in Education (volume 9, issue, 4) on the topic, much has been 
discussed and advocated by researchers. Freire’s Pedagogy of the 
Oppressed (1987), for instance, highlights the importance of the student voice 
in the context of adult primary education. He argues that there is a 
domestication of the oppressed, which results in the development of a false
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consciousness. This domestication takes place through what Freire (1987, p. 
58) refers to as ‘banking education’, an approach where “[...] ‘knowledge’ is a 
donation from those who consider themselves knowledgeable to those they 
consider to know nothing” (free translation). In such form of education, 
students’ role is limited to receiving, memorising and repeating information. 
Students’ voices in the ‘banking education’ approach are silenced. The 
Freirean pedagogy is a reaction against this prescriptive process of education, 
in which oppressive social forms are created and disseminated. ‘Education for 
liberation’, on the other hand, is an approach where students are considered 
active subjects in both the education process and in society. Students are 
stimulated to voice their views, as education takes place through dialogue. As 
Freire (1987, p. 78) puts it ‘‘[i]t is not in the silence that men are made, but in 
the word, in the work, in the action-reflection” (free translation).
Cook-Sather (2006) worked with young people and emphasised the need for 
cooperation and open dialogue between teachers and students in order to 
achieve success. Biggs (2001, p. 229) argues that ‘‘[sjtudents could be 
interviewed about the quality of their learning experiences, and be asked to 
submit what they think are their best performances [...]”.
It is important to note that the concept of voice itself is open to discussion. 
Britzman (1989, cited in Brooker & MacDonald, 1999) highlights there are 
three main meanings to it. The first meaning is the ‘literal’ one, when one is 
referring to the way the speech and perspectives of the speaker are 
represented. The second meaning is the ‘metaphorical’ one, which represents 
the manner and qualities of the words being spoken. The final meaning is the 
‘political’ one, which refers to the right to be heard and represented in society. 
The political meaning is the one closer to our discussion. The difference being 
that the focus here is on the students’ right to be heard and represented in 
their educational environment only and not in society as a whole. It is about 
the right to voice their views about the quality of their education to teachers 
and non-academic staff at their institutions.
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For several decades now the need for teachers to listen and attend to the 
voices of students has been advocated among educators. In the 1930s, 
Dewey already defended the idea that teachers must be aware of their 
students’ expressions, be it of the body or in words (Rodgers, 2006). Since 
then, much has been discussed on the importance of the student voice in 
regards to learning experiences (e.g. Cook-Sather, 2006). However, in other 
aspects of the educational process, such as curriculum development, the 
voices of the students have been marginalised (Brooker & MacDonald, 1999). 
Another problem with the existing literature on the topic is that it is mostly 
confined to either pre-university level institutions or teachers’ education 
programmes in universities. That is to say that the student voice in higher 
education in general has been neglected by most researchers.
Few researchers (including quality assurance agencies and other 
governmental bodies) have conducted studies on the students’ experiences 
and/or perceptions centred on their own voices (Hill et al., 2003). The 
traditional dominant quantitative approach tends not to prioritise the voices of 
respondents as there is a focus on issues pre-defined by the authors of the 
research. Recent initiatives have tried to overcome this problem, as the UK’s 
institutional audits, which include a student written submission and interviews 
with representatives of the students.
Hill et al. (2003) conducted one rare study on students’ perceptions based on 
their own voices. They investigated the perceptions of quality held by a 
sample of students from four different programmes of study in one British 
institution. The authors justified the use of grounded theory methodology 
based on the almost non-existence of empirical research on the topic. The 
participants were asked to answer one straightforward question during a focus 
group -  “What does quality education mean to you?” (p. 15). By doing that, 
the researchers were able to identify the main issues in the students’ own 
voices and link them to the existing education literature. This approach can be 
contrasted to the one of the NSS, where the following question is offered at 
the end of a 22-question quantitative questionnaire: “Looking back on the 
experience, are there any particularly positive or negative aspects you would
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like to highlight?” The main difference between the two approaches is that on 
the NSS students are only invited to express their views as a complement to 
the quantitative data collected in the previous questions, if they feel 
necessary, whereas in the approach advocated by Hill et al. (2003) students 
are invited to voice their views about any issues they consider important. 
Regardless of being a small exploratory study. Hill and her colleagues were 
very successful because not only they were able to capture the students’ 
perceptions through their own voices, but they also linked the results to the 
existing literature and suggested ways to improve the student experience. The 
students considered their lecturers as the single most important aspect of 
quality. In their view, having knowledgeable, enthusiastic and caring teachers 
had a strong influence on the quality of the experiences. Hill et al. (2003) 
suggest that rewards and/or grants are awarded to excellent lecturers, 
stimulating a culture of excellence among them that could have a significant 
impact on the students’ experience.
Fielding (2001, p. 100) closes a special issue of FORUM (2001, volume 43, 
issue 2), edited by him, by developing “[...] a framework for evaluating the 
conditions for student voice”. This is derived from the contributions made by 
other authors on the special issue and on the work of other researchers. His 
main aim is to call attention to whether “[...] something genuinely new, exciting 
and emancipatory that builds on rich traditions of democratic renewal and 
transformation” is really emerging or if “[...] the further entrenchment of 
existing assumptions and intentions using student or pupil voice as an 
additional mechanism of control” is reigning. He argues that it is still 
premature to say whether or not the present attention given to the student 
voice is the starting point to realising a transformation.
Fielding’s (2001) analysis is structurally organised in nine clusters, which, 
according to him, should be considered while researching on the student 
voice. This suggestion will be followed in this research and, as such, it is 
important to understand what each of the nine clusters comprises.
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• Speaking -  taking into consideration the political meaning of ‘voice’ 
(Britzman, 1989, cited in Brooker & MacDonald, 1999), who is allowed to 
speak? Are all stakeholders able to express their views? Even if the students 
are allowed to speak, who are they allowed to speak to and what kind of 
language can they use? If they are required to use the formal language of the 
dominant group instead of their own, it may be difficult for them to express 
their views on some of the issues.
• Listening -  as important as the students having the possibility to voice 
their views is that somebody listens to them. The questions of who is listening 
to them and why they are listening are imperative. In whose interest are the 
students’ voices being heard?
• Skills -  the students need to be encouraged to develop the necessary 
skills to engage in a dialogue. If the students are given the opportunity to 
voice their opinions but cannot express themselves well enough to be 
understood and not just listened to, the exercise of listening to the student 
voice becomes worthless. The skills of dialogue, also defended by Freire 
(1987), should encourage democratic values, so that the students understand 
the value of their political voice.
• Attitudes & Dispositions -  power issues may shape the attitudes and 
dispositions of those listening to the student voice. In Fielding’s words;
Too often, and inevitably, developments in the field of student 
voice founder because the teachers [...] do not believe in 
their hearts, and therefore in the felt realties of their actions, 
that student voice is important, or, indeed, that some students 
are important (2001, p. 105).
• Systems -  systems have to have an emphasis on dialogue in order to 
allow the student voice to be spoken and listened to. “How often does 
dialogue and encounter in which student voice is centrally important occur?” 
(Fielding, 2001, p. 105) How do the systems defending the need for the 
student voice to be heard fit together with other organisational arrangements?
• Organisational Culture -  not only the responsibilities but also the 
achievements within an institution must be shared among stakeholders. The 
day-to-day routine and traditions of the organisation must support the
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expression of the student voice. Its importance must be a common practice, 
not just a periodical exercise aimed at improving performance.
• Spaces and the Making of Meaning -  the meanings the voice might 
have are key to the success of implementing a culture v^here the students are 
heard. In this respect. Fielding (2001, p. 106) comments that;
It seems to me that the success or otherwise of this transition 
[into a qualitatively different phase of the development of 
public education] rests significantly on the extent to which we 
are able to move towards a circumstance in which we 
construct new practices and create new spaces (physical and 
metaphorical) within which we (students, teachers and others) 
can make meaning together. Schools are currently awash 
with data, most of which is externally driven and much of 
which is tangential to the core purposes of schools as 
educational institutions. Much is only partially understood by 
those to whom it refers and is too often an impediment to 
furthering the very things it intends.
• Action -  the need for action is imperative in the student voice 
movement. New structures may be needed. New ways of relating to each 
other may be required. In other words, action is essential.
• The Future -  although the topic of student voice has a long history in 
the education literature. Fielding (2001, p. 107) believes “[i]t is still too early to 
make a reasonable judgement about whether or not the current wave of 
interest in student voice has within it the seeds of transformation”. He sees 
two possible trends; 1) a conformist approach where the student voice 
becomes a “[...] constructivist version of total quality management”, where the 
teacher is limited to a pedagogic technician trying to attend the demands of 
the consumers (students) in a culture dominated by performance; or 2) what 
he calls “prefigurative practice, [... where] teachers and students are not 
confined by agendas set by governments or markets”.
Although the nine cluster offered by Fielding (2001) make common sense, not 
all researchers have considered them in developing their work. It is important 
to note that while he presents these in the context of the teacher/student 
relation and their teaching and learning experiences, they can be applied to
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other situations and contexts where the student voice is treated as central to 
the debate.
Following, an overview of two research topics under the broader theme of 
student voice is presented. Research on students’ voices in learning 
experiences and on curriculum development are provided.
4.3.2.1 Students’ Voices in Learning Experiences
The best way to master the art of teaching is to really listen to 
student feedback and to change based on what students say
The quote above, from a student participating in the Teaching and Learning 
Together project (Cook-Sather, 2006, p. 345), represents, to a large extent, 
what the project is about. It is a project aimed at teachers and students having 
-  informal -  conversations about their teaching and learning experiences in 
order to enhance their relationships and their practices. This approach is 
supported by the early literature on students’ voices (Dewey, 1933 cited in 
Rodgers, 2006) and on the liberal and emancipatory education advocated by 
specialists such as Freire (1987; 1996).
According to Freire (1996), there is no teaching without learning. In other 
words, the teachers’ voices on their own are worthless. They need to be 
accompanied, not only complemented but accompanied, by the students’ 
voices. Teachers and students need to work in harmony in an environment 
where both are able to teach and learn simultaneously. Dialogue in the 
classroom is key to the success of the learning experiences of students in all 
levels.
The main criticism of the literature on the students’ voices on learning 
experiences is that the educational process is formed of many experiences 
other than the learning ones. Although they might be the ones that influence 
most in the whole experience, students’ perceptions of other aspects of the 
process are important and should be heard and acted on. Students’ voices on
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learning experiences on their own are not enough to support the idea of 
dialogue and active participation in an educational setting.
4.3.22 Students’ Voices in Curriculum Development
The students' voices have normally been marginalised in the curriculum- 
making process. According to Dyson (1995, cited in Brooker & MacDonald, 
1999), even though students are regarded as central to education, they are 
hardly ever heard when it comes to curriculum making. The traditional 
approach is to gather a number of education experts -  who allegedly hold the 
knowledge about what should be in the curriculum -  and enforce their views 
through the practice of the curriculum delivery. Students’ role in such an 
approach is kept to a minimum. Brooker & MacDonald (1999) argue that 
students are, at best, part of a test group allowed to offer feedback on the 
curriculum developed by the ‘experts’.
Brooker & MacDonald (1999) discussed the issue of students’ voices in the 
curriculum-making process in the context of physical education and presented 
the results of an empirical work with Australian-based students taking part in a 
four-year trial in 11 secondary schools in the state of Queensland. The 
authors concluded that they...
[...] have explored issues related to the inclusion of student 
voice in curriculum making. [They] have examined the unique 
way in which students’ voices were positioned as a result of 
the traditions implicit in systemic subject evaluations and the 
interpretation of that tradition into evaluation practice (p. 94).
Other studies on the inclusion of the student voice in the curriculum-making 
process are long overdue. Much is discussed on the student voice in the 
learning process, but their views on the content of what they are learning are 
marginalised. Although the curriculum-making process is not the focus of this 
research, it was marginally approached in the first phase of fieldwork, where 
students had the opportunity to discuss freely about the quality of their
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education and, in most cases, participants felt that the curriculum was a major 
aspect of quality that influenced their experience.
4.3.3 Student Voice on Quality in Tourism Higher Education
In the context of tourism education, the number of studies on the student 
voice is even smaller. A search on the topic has produced only two results 
(Wickens & Forbes, 2005; and Wickens, Forbes & Tribe 2006). Both texts 
present the results of a research on leisure and tourism first-year 
undergraduates’ experiences. The study concentrated on the students’ voices 
by asking them to describe their experiences during focus group and 
individual interviews. Although both texts are very similar, the rhetoric used to 
present the results is quite different. While the earlier text offers the 
researchers’ interpretations of the students’ voices only, the latest presents 
those along with quotes from the students. In doing so, Wickens et al. (2006) 
were able to provide a better understanding of the students’ expectations, 
frustrations and perspectives on being a first-year leisure/tourism student. The 
high importance of students’ peer group networks was considered by the 
researchers as one of their main findings. The study showed that students 
value such networks so much that they prefer to look for assistance from their 
friends much more than from their tutors. As one of the respondents 
highlighted:
“Finding your tutor is sometimes not easy. They don’t have 
time for you; they’ve got other things going on as well... It’s 
just more convenient to turn to my friends.” (p. 9).
The students also mentioned the importance of having a strong parental 
support to carry on facing the challenges offered by higher education and the 
freedom they have being on their own during the period of their programmes 
as key aspects of their experiences.
Much more research on tourism students’ voices is needed. Tourism 
education researchers have concentrated their effort on other areas, notably
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the curriculum (Tribe, 2002), and ended up overlooking the issue of student 
voice. By learning from the experience of researchers in other areas, tourism 
academics can conduct theoretically sound studies and suggest actions 
based on the student voice.
In the UK, the debate has attracted the attention of the Higher Education 
Academy, which, through the Hospitality, Leisure, Sport and Tourism 
Network, is currently promoting workshops with students and staff from 
partner institutions, where they are split into two groups. The group of 
students discuss their views on good practices and opportunities for 
development in their teaching, learning and assessment experiences while 
teachers discuss the profile of an ideal student. There are two main criticisms 
to such approach. Firstly, the student voice could -  and indeed should -  be 
heard in relation to aspects other than teaching, learning and assessment 
experiences, although time constraints partly justify the limited scope of the 
group discussions. Secondly, in dividing the teachers and students into 
groups and then getting them together to compare their views, this creates a 
confrontational atmosphere that does not necessarily produce good results.
4.4 CONCLUSION
The main concept discussed in this chapter was the one of student voice in 
the context of quality in higher education. Actions based on the student voice, 
especially at the university level, are rare in the existing literature on the topic. 
Although much has been discussed and advocated -  often with good 
intentions -  little progress can be perceived. The questions dominating 
education systems worldwide, such as performance and accountability, tend 
to influence the research on students' experiences. It could be argued that 
most institutions listen to the student voice for their own good (or to fulfil 
formal requirements), not in the students’ interest, that the students’ voices 
are filtered by the listeners, and that only the issues they judge relevant are 
considered. Besides being willing to hear the students’ voices, the institutions 
should be willing to discuss the issues that may arise and decide on how to
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address them all. However, sometimes their aim is to improve the institution’s 
performance through the students, not to help the students develop as 
individuals and, as a consequence, provide them with a better education 
experience.
The amount of research on the student voice in higher education is very small 
(Hill et al., 2006) and tends to be concentrated on teachers’ education. Very 
few examples of research on the topic can be found in the context of tourism 
and/or leisure education. The scenario in Brazil is even worse, with no 
publications on the most prominent tourism and/or leisure research outlets. 
The only article retrieved in a search on student voice in the country’s major 
academic database (www.scielo.br) was a text on the needs and perceptions 
of distance-learning teachers and students of a postgraduate programme in 
production engineering (Garcez and Rados, 2002). However, the authors 
used a quantitative questionnaire to gather the respondents’ views and the 
need to listen and attend to their voices was suggested by the respondents 
themselves, not by the authors of the research.
This chapter offered a general view on the existing literature about student 
voice. It drew from examples of the student voice in learning experiences and 
on curriculum development to highlight the underdeveloped stage the area 
still is in. it then went on to the literature on the topic in higher education and, 
in particular, in tourism higher education. The main aim of the chapter was to 
highlight how our understanding of quality is influenced by our own interests 
and how this leads to the students’ perceptions of quality being overlooked, as 
they are not considered important, active, stakeholders in the educational 
system. It was advocated that the students’ own voices on quality in (tourism) 
higher education should be heard and acted on. The following chapter will 
deal with the methodological issues of this research and the methods used to 
collect and analyse data.
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Methodology and Methods
CHAPTER 5  -  METHODOLOGY AND METHODS
5.1 INTRODUCTION
This chapter deals with the philosophical assumptions attached to the nature 
of the research question that shapes this research in contrast to the main 
possible methodological approaches and to the choice of methods to carry out 
the empirical fieldwork of the study. It starts by presenting a differentiation 
between methodology and methods. Then, the main existing research 
paradigms are presented. An appraisal of both qualitative and quantitative 
research is provided and the reasons for choosing the former are presented. 
Subsequently, the author’s standpoint as a researcher -  and indeed as an 
individual -  is presented to help the reader understand why the study was 
conducted as it was. A presentation of the most traditional data collection 
tools follows and the reasons for choosing focus group and telephone 
interviews are presented. An overview of the two data collection processes 
(from its preparation to the fieldwork to the data analysis) is offered. Finally, 
issues of quality of the data collected are discussed.
5.2 SOME OPENING COMMENTS
Before proceeding to the abovementioned issues, we may turn our attention 
back to the research question: What is quality in tourism higher education and 
how can it be improved according to the students’ voices? In other words, this 
research is aimed at recognising what elements of quality are important in the 
students’ perceptions and identifying possible approaches to improving the 
level of quality in tourism higher education in their viewpoint. Given this, it is 
important that a methodology that favours the respondents’ voices is chosen. 
As with any methodology, it was based, primarily, on research paradigms, i.e., 
“[...] unified bodies of belief shared by relatively cohesive communities of 
scientists” (Hollinshead, 2006, p. 45, paraphrasing Eckberg & Hill, 1979; and 
Slife & Williams, 1995). Hollinshead (2006) goes on to say that our
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understandings of the world are defined by paradigms, either in traditional or 
in alternative models. This view is anchored in Thomas Kuhn’s most important 
work -  The Structure of Scientific Revolutions, which paved the way to the 
use of the terminology of paradigms. Although Kuhn’s work was illustrated 
with “hard” sciences -  such as physics, chemistry and biology, his ideas were 
extrapolated to the world of social sciences (Panosso Netto, 2003).
Next, a brief discussion on the methodology versus methods dichotomy is 
presented in order to assist the reader to understand the importance of the 
research paradigms debate for elaborating the research design and defining 
research approaches, data collection instruments and data analysis 
techniques.
5.3 METHODOLOGY VERSUS METHODS
It is important to understand the difference between methodology (the 
philosophy behind the research paradigm that arises from the research 
question or the hypotheses of the research) and methods (the techniques, 
steps and instruments used to conduct the research, such as the application 
of questionnaires or the realisation of interviews, for instance, with a particular 
sample of a population; the definition of a place and a way for data collection; 
the choice of how to record and analyse data, etc.). Schnelker (2006) 
highlights the importance of having a good understanding of the philosophy of 
research (i.e. methodology) to be able to interpret and conduct high-quality 
research. She points out that research students are -  at first -  unaware of the 
philosophical systems that give shape to the research methods. As they 
mature as researchers, they become more familiar with these issues and 
eventually become better researchers.
Tribe (2001, p. 443, paraphrasing Kaplan), points out that:
[...] methodology is more a matter of considering the nature
of the research question being posed and considering, from a
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range of possible methods, which might be an appropriate 
approach or combination of approaches.
Methodology is, then, a broader term that can be visualised as an umbrella for 
the possible approaches and methods available for conducting research. 
Under the most suitable methodological approach to a certain research 
question there will be possible methods to be chosen from. While methods 
are shaped by methodological approaches, the latter are moulded by 
research paradigms.
Broadly speaking, there are two competing (but sometimes complementing) 
approaches to research, qualitative and quantitative research. These either try 
to explain a context-specific view of the world or to generalise research results 
to a large population. The aims (explanation or generalisation) and nature 
(exploratory or descriptive) of the research will determine the most 
appropriate methodological approach and techniques to capture the issue 
being investigated. The belief system the researcher shares with his or her 
academic community will influence what he or she attempts to capture 
through research, i.e., a researcher who believes the world is objective and 
reality tangible, possible to be captured (positivist paradigm), for instance, will 
challenge to find the truth, a truth that can be statistically proven and 
generalised to the population investigated. In order to do that, this positivist 
researcher will generally rely on quantitative methods to collect data that can 
help verify a hypothesis. In theory, the research becomes value free, that is to 
say, the investigator separates himself/herself from the object being studied. 
In doing so, positivist scientists try to eliminate researcher bias. In contrast, an 
anti-positivist researcher, i.e., an investigator that believes the world cannot 
be fully captured because it is socially constructed and context dependent, will 
not challenge for the truth, but the world views of respondents. He or she will 
aim to understand an issue in depth within a specific group of respondents, 
not worrying about how generalisable the results are. This anti-positivist 
paradigm, drawn from the research question, will define the most appropriate 
methods for collecting useful data for achieving the objectives of the research.
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A literature review about the main research paradigms and the pros and cons 
of both qualitative and quantitative research is presented in the sections 
below while the possible and chosen methods for this research are presented 
afterwards.
5.4 MAIN RESEARCH PARADIGMS
Paraphrasing Creswell (1994; 1998) and Guba (1990), Schnelker (2006) 
argues that several classifications are used to differentiate research 
paradigms, but most share three fundamental elements: ontology (concerning 
the nature and form of reality -  the ‘physical’ world); epistemology (concerning 
the nature of knowledge -  ways of knowing); and methodology (concerning 
the rationales behind the procedures used to research what is believed to be 
possible to be known). We can add two other elements to the discussion: 
axiology (the role of values) and rhetoric (the way results are presented -  
such as in numbers, formulae, etc.).
Following, the five main research paradigms (positivism, postpositivism, 
critical theory, constructivism and participatory) discussed by Lincoln & Guba 
(2000) are presented. Their approach was chosen because it is “[...] a very 
useful contribution to articulating and differentiating competing paradigms of 
inquiry” (Heron & Reason, 1997, p. 274). Their work is not only widely 
accepted in academic circles but also open to criticism and eventually 
updated (such as with the inclusion of the participatory paradigm after 
developments, critiques and comments from other researchers to the original 
four paradigms they presented in a first edition of the book where the text was 
published). Hence, the following five sub-headings are mainly based on 
Lincoln & Guba (2000, p. 168, Table 6.3) and Heron & Reason (1997).
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5.4.1 Positivism
The positivist paradigm perceives the world as ‘real’, what Lincoln and Guba 
call a ‘naïve realism’, where the reality can be identified and apprehended. 
The findings of research conducted under this paradigm are seen as ‘true’, 
knowledge Is seen as objective -  there is no researcher bias. The research 
takes place in a controlled setting where hypotheses can be verified through 
quantitative methods; the results are believed to be either true or false.
Tourism education studies, such as this one, are not so easily quantifiable. 
‘Reality’ is not so clear; results are blurry and open to the researcher’s 
interpretation and, to some extent, bias. This is because education is socially 
constructed and ‘reality’ in education research context dependent. No matter 
how objective the researcher tries to be, there will always be a degree of 
preconceived notions of the world (society, education, tourism, etc.) that will 
influence the research process and results. Therefore, in general, this 
research paradigm does not suit the nature of the research being conducted 
here. It may only be used in such a tourism education study as part of the 
investigation, not as the defining philosophical assumption and approach that 
characterise the research methodology and methods. It is important to 
highlight that other investigators on quality in higher education have based 
their research on this paradigm, most notably Ramsden (1991, p. 132), in his 
work on the Course Experience Questionnaire. However, this was justified by 
the aims of the research. He assumed “[...] there are real differences in 
teaching quality and [...] these variations can be measured”. In doing so
The Course Experience Questionnaire (CEO) was designed 
to measure differences between academic organisational 
units (such as departments and faculties) in [...] important 
aspects of teaching.
5.4.2 Postpositivism
Postpositivism differs from the positivism paradigm in the sense that it 
perceives the world in a less naïve, more critical, way. Although reality can be
86
Methodology and Methods
apprehended, it can only be so in a partial and probabilistic manner. Studies 
conducted under the postpositivism paradigm can only indicate there is a 
probability that the hypotheses are true or false. It adds a more critical 
approach to the research. Although unbiased research is ideal, there is some 
influence of the researcher on the investigation. Qualitative methods may be 
used to some extent, but modified forms of experimental and manipulative 
methods (field studies) dominate the methodological approach to 
postpositivism research.
This paradigm is more suitable to tourism education studies than the previous 
one since there is a more critical understanding of the world. A mix of 
qualitative and quantitative methods can be used to interpret and quantify 
findings. To a study like this -  which aims to hear the voices of respondents, 
however, a more open-ended approach is necessary. The researcher is not 
looking for the probability of a hypothesis being true or false. Instead, the 
researcher is trying to make sense of the meanings of the respondents' 
opinions about a topic -  quality in tourism higher education.
5.4.3 Critical Theory
This paradigm perceives reality as shaped by the values of society, politics, 
culture, economy, ethnicity and gender. Knowledge is subjective because 
findings are dependent on such values. The methodologies applied in studies 
conducted under this paradigm try to confront the notions of a phenomenon 
commonly held by respondents. The data analysis takes place as a dialogue 
between researcher and researched.
This paradigm is more suitable to studies on the views of groups that share a 
characteristic that define their self, such as an ethnic group or a group of 
people from the same gender, for example. It is a highly political approach to 
research. Based on the work of Freire, Kincheloe & McLaren (2005, p. 308) 
argue that critical theory is concerned with finding “[...] new ways to ease 
human suffering and produce psychological health”. It can be the main
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paradigm that shapes research on tourism education, depending on the 
researcher’s aims. However, for this piece of work, the views of students are 
not researched in light of their ethnicity, gender or political orientation, for 
instance. As a result, this paradigm is not the most appropriate for this 
research.
5.4.4 Constructivism
Under the constructivist paradigm, reality is relative, it is socially constructed 
and knowledge (research findings) is subjective. Knowledge is created by the 
researcher and the participants. Respondents’ realities are subject to the 
researcher’s realities and vice versa. Methodologically, reality is reconstructed 
through informed consensus. Qualitative methods are, then, the main data 
collection tools for research taken under this paradigm.
Tourism education studies can be undertaken with several research 
paradigms shaping the research process. Constructivism, for its 
characteristics, is indeed a possible research paradigm to shape a tourism 
education study, depending on the researcher’s aims. Stakeholders’ views of 
the educational process, for instance, can be effectively investigated using 
qualitative methods and constructivist assumptions. For that reason, this was 
the paradigm chosen to mould the most significant parts of this research.
On embarking on the constructivist paradigm, the researcher attempted to 
give the students’ voice the importance it deserves and is generally 
overlooked in similar studies. Instead of just measur/ng teachers’ performance 
in the students’ viewpoint, as in the most traditional models of quality in higher 
education, respondents had the chance to express their views on the whole 
topic and suggest improvement strategies. Similarly, in the second phase of 
the empirical work, lecturers had the opportunity to give their opinions on the 
debate on the student voice on quality as well as on the views of their 
students on specific issues.
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5.4.5 Participatory
The participatory paradigm was added to Lincoln and Cuba's initial list of main 
paradigms after the work of Heron & Reason (1997). Since paradigms are 
constantly, but slowly, changing, it is difficult to classify a current trend in 
research as a paradigm. Be it a paradigm in itself or a variation of the 
constructivism paradigm, the participatory approach to enquiry is presented 
here to highlight the constant development of research paradigms and 
knowledge.
Heron & Reason (1997, p. 280) argue that, under this research paradigm, 
reality is subjective-objective;
[...] what can be known about the given cosmos is that it is 
always known as a subjectively articulated world, whose 
objectivity is relative to how it is shaped by the knower. But 
this is not all: its objectivity is also relative to how it is 
intersubjectively shaped. For there is the important if obvious 
point that knowers can only be knowers when known by other 
knowers: knowing presupposes mutual participative
awareness. It presupposes participation, through meeting and 
dialogue, in a culture of shared art and shared language, 
shared values, norms and beliefs. And, deeper still, 
agreement about the rules of language, about how to use it, 
presupposes a tacit mutual experiential knowing and 
understanding between people that is the primary ground of 
all explicit forms of knowing. So any subjective-objective 
reality articulated by any one person is done so within an 
intersubjective field, a context of both linguistic-cultural and 
experiential shared meanings.
The approach, the authors continue, involves a more extensive epistemology 
than the others since it engages with four different ways of knowing, i.e., 
epistemologies. “A knower participates in the known, articulates a world, in at 
least four interdependent ways: experiential, presentational, propositional and 
practical” (p. 281). Methodologically speaking, the participatory paradigm 
suggests a collaborative form of enquiry. In such an approach, researchers 
and researched work cooperatively as co-researchers and co-subjects 
(Reason & Heron, 1995; Heron, 1996 as cited in Heron & Reason, 1997).
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This is a possible approach to tourism education studies, especially those 
where stakeholders’ views on matters related to the topic are being 
investigated. It uses qualitative methods and tries to avoid researcher bias by 
transforming researcher in co-subject and subjects in co-researchers. 
Although it could be used for a study on quality in tourism education such as 
this one, the participatory paradigm was discharged because the researcher 
would not be able to interact with respondents for a prolonged period of time. 
Becoming co-researchers and co-subjects is a process that requires a 
relationship between the researcher and the researched. Since data collection 
took place in Brazil with respondents unknown to the researcher during a brief 
period of time, it was not possible to base the research on this paradigm. At 
the same time, the author wanted to hear the respondents’ own voices, not 
have an own voice in the discussion.
5.5 QUALITATIVE RESEARCH VERSUS QUANTITATIVE RESEARCH
Qualitative and quantitative research are two broad ways of approaching a 
research issue. They differ in many aspects (see discussion below) and 
depend on a number of things, such as research questions, research 
paradigms and methods. They capture the world differently, each with its 
advantages and limitations. Most importantly, they have to serve the aims of 
the research. If an issue is characteristically either qualitative or quantitative in 
nature, common sense assists in the choice of the corresponding methods. 
However, some issues cannot be investigated in one primary way. Then, the 
researcher’s views of the world (the selected paradigms) will define the 
approach taken. Denzin & Lincoln’s (2005, p. 10) view on the discussion is 
presented below:
The word qualitative implies an emphasis on the qualities of 
entities and on processes and meanings that are not 
experimentally examined or measured (if measured at all) in 
terms of quantity, amount, intensity, or frequency. Qualitative 
researchers stress the socially constructed nature of reality, 
the intimate relationship between the researcher and what is 
studied, and the situational constraints that shape inquiry.
Such researchers emphasize the value-laden nature of
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inquiry. They seek answers to questions that stress how 
social experience is created and given meaning. In contrast, 
quantitative studies emphasize the measurement and 
analysis of causal relationships between variables, not 
processes. Proponents of such studies claim that their work is 
done from within a value-free framework.
Another important difference between the two is the rhetoric of each 
approach, with the use of “[...] ethnographic prose, historical narratives, first 
person accounts, still photographs, life histories, fictionalized “facts”, and 
biographical and autobiographical materials, among others” by qualitative 
researchers and “[...] mathematical models, statistical tables, and graphs, and 
[...] third-person prose” by quantitative researchers (Denzin & Lincoln, 2005, 
P.12X
6.5.1 An Appraisal of Qualitative Research
According to Denzin & Lincoln (2005), “[...] qualitative research is difficult to
define clearly. It has no theory or paradigm that is distinctly its own [...] (p. 6)
[n]or does qualitative research have a distinct set of methods or practices that 
are entirely its own” (p. 7). It is important to note that any definition of 
qualitative research in itself needs to be qualitatively analysed in the context 
in which it is presented. Denzin & Lincoln (2005, p. 3) provide the following
initial, generic, definition of qualitative research for the purpose of academic
study of the topic.
Qualitative research is a situated activity that locates the
observer in the world. It consists of a set of interpretive,
material practices that make the world visible. These 
practices transform the world. They turn the world into a 
series of representations, including field notes, interviews, 
conversations, photographs, recordings, and memos to the 
self. At this level, qualitative research involves an interpretive, 
naturalistic approach to the world. This means that qualitative 
researchers study things in their natural settings, attempting 
to make sense of, or interpret, phenomena in terms of the 
meanings people bring to them.
Qualitative research, a field of enquiry present across disciplines, fields and 
subject areas, has a long history in the human disciplines, dating back to the
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‘Chicago School’ of the 1920s and 1930s. “A complex, interconnected family 
of terms, concepts, and assumptions surround the term qualitative research” 
(Denzin & Lincoln, 2005, p. 2). Since its beginning, it has evolved in terms of 
concepts and sophistication. In North America, for instance, Denzin & Lincoln 
(2005, p. 3) argue that “[s]uccessive waves of epistemological theorising 
move across eight [historical] moments”. These moments are presented by 
the authors in chronological phases, from the early 20^ century to the present 
and onwards.
However, only over the last 20 years or so a “quiet revolution” has begun and 
the qualitative paradigms became a legitimate approach to research (Denzin 
& Lincoln, 2000 cited in Schnelker, 2006). Since then, the interest in 
qualitative research has increased significantly. Lincoln & Guba (2000) say 
that this can be seen by the growing number of research students pursuing 
qualitatively-oriented studies and of texts, papers, workshops and training 
materials on the topic. It is important to note that although a legitimacy of 
paradigms has been established in qualitative enquiry, other issues are still 
controversial -  not only in relation to qualitative paradigms but all paradigms, 
such as validity, voice, values, etc. (Denzin & Lincoln, 2000 cited in 
Schnelker, 2006). How can qualitative data be validated? Whose voice is 
presented on the rhetoric of qualitative research data? These and other 
questions still linger over qualitative research.
Table 5.1 presents the main advantages and disadvantages of qualitative 
research.
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Table 5.1 Main Advantages and Disadvantages of Qualitative Enquiry
Usefulness o f qualitative research: Setbacks o f qualitative enquiry:
When the researcher is not able to find a 
statistically significant number of 
respondents to the research
Rigour is, to some extent, compromised
When time does not permit the application 
of ‘scientific’ methods
Generalisations are hard to be made from 
qualitative findings
When quantitative methods will result in 
data that does not help to understand and 
give meaning to the phenomenon being 
investigated, i.e., when numbers cannot 
explain the meaning of things, especially 
subjects’ views on particular issues
Data analysis can be more complex and 
time-consuming than statistical procedures 
since it involves researcher interpretation of 
masses of non-numerical data. No matter 
how developed a qualitative data analysis 
software is, it will always come down to the 
researcher to interpret the results, not 
statistical procedures that test variables
5.5.1.1 Qualitative Research in Tourism (Education) Studies
Riley & Love (2000) argue qualitative enquiry was the main approach taken in 
tourism studies by early researchers on the topic. However, their work was 
published in non-tourism outlets and, in many cases, lacked methodological 
rigour. Tourism journals were either unknown to some researchers or did not 
receive qualitative-oriented papers well, since numbers (revenues, number of 
visitors, etc.) dominated the tourism literature agenda. This situation has 
changed since then. Tourism researchers are now more aware of the 
developments of qualitative enquiry and the tourism journals have started to 
recognise alternative paradigms as legitimate.
In tourism education research, no matter the nature of the methodology. Tribe 
(2002) argues there is a need for a greater attention to methodology. Be it 
qualitative or quantitative research, further consideration has to be given to 
the rigour of the methodology that shapes the studies.
5.5.2 An Appraisal of Quantitative Research
Quantitative research is the most traditional existing form of enquiry. Denzin & 
Lincoln (2005, p. 8) argue that the positivist sciences that use only 
quantitative methods are generally perceived as “[...] the crowning
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achievements of Western civilization \A/ith which the truth can be verified 
and the researcher’s opinion is insignificant to the investigation. In this 
approach, there is no space for researcher bias. The differences between the 
qualitative and quantitative approaches are such, that
[...] “hard" scientists sometimes call qualitative researchers 
journalists or soft scientists. The work of qualitative scholars 
is termed unscientific, or only exploratory, or subjective. It is 
called criticism rather than theory or science [...] (Denzin &
Lincoln, 2005, p. 8)
Also, a hierarchy of methodologies is perceived by those who use mixed 
methods “[...] in which quantitative methods are at the top and qualitative 
methods are relegated to “[...] a largely auxiliary role in pursuit of the 
technocratic aim of accumulating knowledge of what works’” ([Howe, 2004,] 
pp. 53-54) (Denzin & Lincoln, 2005, p. 9).
In contrast to the qualitative approach discussed before, quantitative enquiry 
puts the emphasis on “[...] the measurement and analysis of casual 
relationships between variables, not processes” (Denzin & Lincoln, 2005, p. 
10). By doing so, quantitative researchers believe they can measure the 
associations among variables of a phenomenon and fully understand the 
existing relationships. Since findings are defined by statistical procedures, 
results can be generalised to a whole population of the sample investigated.
Table 5.2 presents the main advantages and disadvantages of quantitative 
research.
Table 5.2 Main Advantages and Disadvantages of Quantitative Enquiry
Usefulness o f quantitative research: Setbacks o f quantitative enquiry:
Rigour is very much considered. It is, 
sometimes, even more important than the 
content of the questions being asked
Important topics may be left out of the 
discussion due to the rigidness of the pre­
constructed data collection instruments 
used
A significant number of respondents 
(statistically significant sample of the 
population) takes part in the research
Rigid and fixed structure does not allow the 
researcher to add new insights that may 
arise during the data collection process
There is available time for a prolonged data 
collection process
The researcher’s perceptions of the topic 
being investigated and of the world are not 
considered to be important
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5.5.2.1 Quantitative Research in Tourism (Education) Studies
During the late 1970s and 1980s, quantitative research in tourism gained 
sophistication and the tourism specialised publications of that time tended to 
include texts on the economic impacts of tourism, tourist flows, scales 
development, among other topics that suited the dominating quantitative 
paradigms.
Tourism education research has, on the whole, followed the dominating 
traditions of the time. Studies on quality, for instance, have generally been 
based on a general education study, such as in Downie and Moller (2002) that 
based their work on Ramsden (1991) -  a highly quantitative questionnaire 
that aims to measure the student experience.
5.6 CHOSEN METHODOLOGICAL APPROACH
Following the debate over the main research paradigms and the ‘qualitative 
versus quantitative’ discussion, the chosen methodological approach is 
presented in this section. Since the dominant, positivist, paradigm does not 
suit the purpose of this research, an alternative paradigm was chosen. As a 
result, qualitative methods of enquiry rather than quantitative ones were used.
Constructivism was considered to be the paradigm that best suited the aims 
of the research -  to investigate tourism students’ voices on quality in tourism 
programmes in Brazil and how teachers perceive and respond to the student 
voice on specific issues. Since education is socially constructed, the 
meanings and understanding of the world that respondents have and the 
interpretations the researcher gives to their responses are at the heart of the 
empirical work. In this context, constructivism was considered to be the best 
approach of all.
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5.7 RESEARCHER’S STANDPOINT IN THE CREATION OF KNOWLEDGE
Tribe (2006) has recently published a challenging paper on ‘the truth about 
tourism’. In this article, he discusses how one speaks the truth, what truth is 
being considered and the matter of truth for whom and where. The paper 
approaches these issues around the ideas of power and product. “In studying 
power, the article conceptualizes a knowledge force-field and its constituent 
dimensions that influence the creation of truth” (p. 361). The dimensions 
presented by the author are: person, rules, position, ends and ideology (see 
Figure 5.1). These dimensions are crucial to understanding how the 
knowledge about a matter -  be it tourism, as in Tribe’s work or tourism 
education as in this thesis -  is created. The researcher’s standpoint becomes 
indispensable to understanding the creation of knowledge. A brief discussion 
of the dimensions is presented below.
Position
Ends
Person
Rules
Ideology
Circle 1; Circle 2: Circle 3:
Tourism Knowledge Force-Field Tourism Knowledge
Figure 5.1 The Knowledge Force-Fleld (Tribe, 2006, p. 363)
In relation to the first dimension (person). Tribe (2006) argues that the 
traditional approach to research has dealt with the “mind/body dichotomy” as 
if they were independent from each other. He goes on to say that few 
researchers, such as “Hall and Botte hi I have foregrounded the importance of 
the self in influencing both the focus of the researcher’s gaze (Hollinshead 
1999b) into circle 1 and the consequential knowledge constructed in circle 3
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(p. 363)”. Paraphrasing Swain (2004), Tribe (2006) argues that silencing the 
bodies is commonplace in positivist research. However, in qualitative enquiry, 
if this happens, a relevant source of data is neglected and the researcher’s 
participation in the creation of knowledge is disregarded.
The second dimension (rules) “[...] consist[s] of those conventions that 
researchers subscribe to and work within” (Tribe, 2006, p. 365). Tribe’s 
concern is that the rules can cause a standardisation of procedures, which, in 
turn, can generate a standardisation of knowledge, where nuances of the 
matter under investigation are overlooked.
The third dimension offered by Tribe (2006), i. e., position, is concerned with 
both the geographical location and position of the researcher within a 
university structure (such as department and school) “[...] as well as location 
within an academic community and a wider language and cultural community” 
(p. 370).
The rationale and purpose behind the knowledge that is created is also a 
central building block on what truth(s) researchers are trying to capture and 
promote among their academic colleagues. To this rationale. Tribe (2006) 
gives the name of ‘ends’.
The final dimension presented by Tribe (2006, p. 374) is ideology, which “[...] 
can [either] refer to the common sense set of beliefs (often implicit) 
permeating society which guides thought and action [... or] describe specific, 
coherent subsets of beliefs (generally “-isms” , or faith systems)”.
Another important point made by Tribe (2006, p. 375) is the one regarding the 
double-selectivity nature of the creation of knowledge. He argues the 
“[s]electivity operates initially when the researcher casts a gaze into the world 
of tourism”. Different parts of the phenomenon being investigated may attract 
each researcher’s gaze distinctively. “A second selectivity occurs when 
research is carried out [...] The story that is told will be inevitably skewed by 
person of the researcher and their situatedness”.
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5.7.1 Author’s Standpoint
According to Macbeth (2005, p. 973) even most ‘scientists’, including 
economists, will acknowledge that their personal ideologies and social 
locations (political, religious, cultural, class) will affect the questions they ask 
and the answers they ‘see’”. To this acknowledgement, one can give the 
name of reflexivity. The following citation from Cohen, Manion & Morrison 
(2000, p. 141) is provided to justify the approach taken in the subsequent part 
of this section.
Reflexivity recognizes that researchers are inescapably part 
of the social world that they are researching, and, indeed, that 
this social world is an already interpreted world by the actors, 
undermining the notion of objective reality. Researchers are 
in the world and of the world. They bring their own 
biographies to the research situation and participants behave 
in particular ways in their presence. Reflexivity suggests that 
researchers should acknowledge and disclose their own 
selves in the research [...] (Italics added).
The remaining part of this section is an autobiographical analysis of the author 
as a researcher in relation to the five dimensions presented by Tribe (2006). 
And, for that reason, it will be written in the first person I’, its aim is to let the 
reader understand who I am and what I am trying to achieve with this 
research as well as to show how my self affects the research.
Person -  I am a Brazilian lecturer with a bachelor degree in tourism 
(1995/1999) and an MBA in marketing services (2003/2004) from a Brazilian 
public university and a master’s degree in tourism (2000/2001) from an 
Australian university. My first academic experience was an interesting one 
because my group was the first tourism group at my institution in Brazil. For 
that reason, both students and staff were discovering and uncovering new 
grounds. Lecturers were based on other departments across the institution 
and most had only an interest in tourism, not the necessary expertise to be 
teaching. This situation led to a less than perfect academic basis. 
Methodologically speaking, I was taught some quantitative approaches 
(techniques) to research but had no broad understanding of methodological
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issues. Then, I had the opportunity to go abroad for undertaking a master’s 
degree. This experience has opened my eyes to a ‘new’ world of tourism 
knowledge and research, a world that had been out there for decades but that 
I had not met before. After returning to Brazil, I was given the chance to teach 
tourism, which led me to questioning the structure of programmes (and more 
broadly the structure of the education system) in Brazil. In order to learn more 
about marketing (for teaching marketing tourism) and to be taught from a 
different perspective, I decided to take an MBA in Marketing Services at one 
of the most important business schools of my region (mainly positivist, as 
expected from such a school). The astonishing difference in academic culture 
between my first experience as an undergraduate student and the MBA 
experience, at the same institution (!), alongside what I considered to be low- 
quality tourism education being offered in other institutions and proliferation of 
tourism programmes in the country led me to go abroad for a second time in 
pursuit of answers to my personal and professional worries.
My academic background is of special interest to this discussion because it 
influences the way I perceive knowledge creation. However, since starting my 
PhD studies, I have revisited some methodological concepts and approaches 
to research and have learned others previously unknown to me. I see the 
topic being investigated, quality in tourism higher education, in three different 
ways. Firstly, I understand the issue of quality as someone with a 
postgraduate degree in marketing, i.e., through the eyes of an organisation 
willing to satisfy customers. Secondly, as a former tourism undergraduate -  a 
student that had a deficient education and felt that a better tourism 
programme could and should be offered to prospective students. Finally, as a 
lecturer working at a tourism programme, I am aware of the difficulties faced 
by institutions and lecturers in Brazil. These three views shape my gaze of the 
issue under investigation and influenced how I approached it.
Rules -  Once again, my previous education determine which rules I am used 
to following as a researcher. My MBA in Marketing Services has deeply 
influenced my understanding of knowledge creation. The positivist paradigm 
was the dominant one in the school and statistical procedures and reliability
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and validity v\^ ere some of the most important issues to consider in the 
research instead of critical analysis and interpretation. My current education, 
as well, has an influence on which rules I am supposed to follow as a 
researcher. The School of Management of the University of Surrey has a 
strong business-oriented research culture. As a result, almost all the research 
methods training available is of a positivist tradition. So, I have to go against 
the dominant scientific culture of the school in order to conduct a constructivist 
research.
Position -  I come from a Western country, Brazil, and am inserted in two 
different academic structures -  at my home institution in Brazil and at my host 
institution in the UK. Being Brazilian, I share several cultural characteristics 
with British researchers. Besides, my experience as a student in Australia has 
influenced my views of the world and my views of academia due to the 
similarities of the Australian educational system with the British one.
Regarding the institutions I am affiliated to, I have two completely different 
positions. The first one is as a lecturer at a small Brazilian private institution 
that has no academic departments, only programmes. The second, on the 
other hand, is as a PhD student at the School of Management of a large 
government-funded British university. At my home institution, there are only 
eleven programmes being offered and each one has its independent structure 
in relation to research. At the same time, there are no external funds available 
for research projects, only internal scholarships. As a result, I have total 
freedom to conduct research on the subject that most interests me and to 
follow the research paradigm that best suits the nature of the study, although 
the research has to be conducted independently with very little or no financial 
support. At my host institution, business research is favoured in detriment of 
other areas. Research training is oriented to positivist research on business 
issues. However, my supervisors have a different view of how tourism 
research should be conducted at the school and stimulate students to 
challenge the dominant culture and to pursue alternative paradigms during 
our research journey at the school.
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Ends -  The way I perceive the world and the creation of knowledge, as 
highlighted on the previous sections of this chapter, influence the ends of my 
research. What will emerge from my research is defined by how I perceive the 
research problem and by how much of the truth I am able to tell. Interpreting 
students’ voices on quality in tourism higher education and teachers’ views on 
the student voice debate on the topic will not provide a complete picture of the 
issue. However, the purpose of the research is not to provide such a picture. It 
is to offer a picture of what the participants think about the issues. Based on 
this picture, I intend to reveal what really matters to quality in tourism higher 
education on the students’ viewpoint and to offer suggestions for its 
improvement in Brazil. This study has both a critical and a technical purpose 
since it is aimed at understanding and interpreting views and at giving 
suggestions for implementation at a later stage.
Ideology -  As most people, I used to take ideologies for granted, i.e., I had not 
previously thought about which ideology I followed. Coming from a Western 
country with a capitalist economy, I believe I somewhat follow a consumerist 
ideology. Advertising and the influence of the media have certainly helped 
shape my views of the world to an extent that I had not noticed before.
All these factors influence the “truth” that I tell in different ways. My decisions 
regarding the research process will be based on who I am and on how my 
previous experiences have shaped my views of the world. The tourism 
knowledge that I create is idiosyncratic to me, as the force-field that exists 
between tourism and tourism knowledge is not the same to any two persons.
5.8 METHODS AVAILABLE
Any academic research has a number of possible approaches and techniques 
to be used for data collection and future analysis. What determines these is 
the nature of the matter being investigated and the main paradigm chosen to 
guide the research process. According to Cohen et al. (2000), the most 
traditional instruments for data collection available are: questionnaires,
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Interviews, accounts, observation, tests, personal constructs, multi­
dimensional measurement and role-playing. Here, three instruments are going 
to be discussed; questionnaires, observations and interviews (both individual 
and group).
5.8.1 Questionnaire
Questionnaires are broadly used in both academic and market research and 
are especially useful for data collection in surveys, where a rigid structure is 
needed for generating numerical data for comparisons (Wilson & McLean, 
1994 cited in Cohen et al., 2000). However, it is important to notice that they 
can also be used in the format of open-ended questions and under a 
qualitative approach.
The main advantages are the rigid structure and the possibility of 
administering it with a large sample of a population and the main 
disadvantages are “[...] the time to develop, pilot and refine the questionnaire, 
[...] the possible unsophistication and limited scope of the data that are 
collected, and [...] the likely limited flexibility of responses [...]” (Cohen et al. 
2000, p. 245).
5.8.2 Observation
Differently from the rigidity of the questionnaires, the observational method 
allows the researcher to capture incidents as they happen, no matter how 
unpredictable they are. Observations can vary from highly structured to 
unstructured, passing through semi-structured. The research problem and the 
researcher will determine which is the most appropriate for a particular study. 
According to Cohen et al. (2000, p. 315), “[o]bservation methods are powerful 
tools for gaining insights into situations”. However, the questions of validity 
and reliability, even more than with other techniques, are crucial to the 
trustworthiness of the data collected and of the whole study. How to ensure
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that the data is valid and reliable is a major concern of observationist 
researchers. On the other hand, the possibility to “[...] gather ‘live’ data from 
‘live’ situations” is a definite plus of this technique.
6.8.3 Interview
interviews are “[...] an interchange of views between two or more people on a 
topic of mutual interest [...]” (Cohen et al., 2000, p. 267). Their introduction in 
academic research represented a shift from respondents as operational data 
external to individuals to human beings that generate knowledge. Interviews 
can be applied in both qualitative and quantitative studies, although the 
generation of knowledge highlighted in the previous sentence is clearly an 
advantage of the qualitative approach to interviews. They can also be 
individual as well as in group. The individual ones take place with the 
researcher asking questions to each participant at a time and recording the 
answers -  either with voice/video recording equipment or by taking notes. The 
group interview, on the other hand, is conducted with several respondents at 
the same time when they all share some characteristics and should be aware 
of what others think about the issue being researched. A variant of group 
interviews is focus groups, which relies “[...] on the interaction within the 
group, based on topics that are supplied by the researcher who typically takes 
the role of a moderator” (Morgan, 1997, p. 2). In doing so, the views of the
participants, not the researcher’s agenda, can emerge and dominate the
discussion. According to Kitzinger (1995, p. 299):
Focus groups are a form of group interview that capitalises on 
communication between research participants in order to
generate data. Although group interviews are often used
simply as a quick and convenient way to collect data from 
several people simultaneously, focus groups explicitly use 
group interaction as part of the method. This means that 
instead of the researcher asking each person to respond to a 
question in turn, people are encouraged to talk to one 
another: asking questions, exchanging anecdotes and 
commenting on each others' experiences and points of view.
The method is particularly useful for exploring people's 
knowledge and experiences and can be used to examine not
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only what people think but how they think and why they think 
that way.
Stewart, Shamdasam & Rook (2007) argue that there are four core elements 
to a focus group interview. The data is collected from individuals that have 
experienced concrete situations in the particular area focussed (1) on the 
research. The mere presence of more than one respondent at the same time 
does not characterise focus group research. The technique is centred on the 
interaction among participants (2). It is also characterised by the collection of 
in-depth data (3) that go “[...] beyond the level of surface explanation” (p. 11). 
Finally, focus group interview is ‘humanistic’ (4), i.e., it should be conducted 
taking “[...] empathy, openness, active listening, and various types of 
interactions with research participants” (p. 12) into consideration.
The main disadvantages of interviews of any kind are the skills necessary to 
make the interview flow as planned and the time and effort needed for 
transcribing and analysing data. The main advantage, in contrast, is the 
possibility of giving respondents a voice to express their own ideas.
5.9 DATA ANALYSIS IN QUALITATIVE RESEARCH
Speaking of data analysis in focus group interviews, Morgan (1998) 
comments that due to the open-ended nature of qualitative research, 
predicting how much time and effort is needed for data analysis is almost 
impossible. One of the decisive factors on how long it will take is what the 
researcher chooses to be used as the basis for analysis. According to 
Krueger & Casey (2000) and Morgan (1998), transcripts, tapes (or, more 
commonly nowadays, digital audio or video files), notes, and memory are the 
four main ways of capturing the data used as the basis for analysis. Each has 
its advantages and disadvantages and its applicability, as detailed is the 
following section.
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5.9.1 Possible Basis for Analysis in Qualitative Research
5.9.1.1 Transcripts
With transcript-based analysis, the complete transcription of the conversations 
that took place during the data collection is the basis of the analysis. 
Researcher notes may also be of great value for the analysis since the text by 
itself cannot capture some important gestures and tones of voice of 
participants. Bloor, Frankland, Thomas & Robson (2001, p. 59) argue that 
“[a]ttempts at analysis without transcription will lead to loss of much of the 
richness of data and will risk a selective and superficial analysis".
The main advantage of this way of capturing the data is the fact that each and 
every word said during the data collection (except those that were inaudible 
while transcribing) can be used in the analysis. On the other hand, the amount 
of time and effort to the initial phase of the analysis, i.e. carrying out the 
transcriptions, is much greater than with the other approaches. According to 
Krueger & Casey (2000, p. 130), the transcript of a two-hour focus group 
interview, for instance, “[...] can easily be thirty to fifty pages of single-spaced 
text” and, “[i]n the hands of a speedy typist with proper equipment [...]”, can 
“[...] require from eight to twelve hours to prepare”. If the researcher has a 
large amount of recorded data to be analysed, the time for transcribing all of it 
can detach him/her from a following phase of the analysis -  such as that of 
member checks. Hence, transcript-based analysis is of better use either when 
the quantity of data to be transcribed is reasonably small, when time is not a 
major constraint for the researcher or when there is a pre-planned budget for 
hiring professionals for fast transcription of the data.
5.9.1.2 Tapes / Digital Audio or Video Files
The use of tapes or digital audio or video files as the basis for analysis is an 
alternative to the transcript-based analysis. In Krueger and Casey’s words,
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“[i]t is a condensed version of the focus group with irrelevant conversation 
removed” (2000, p. 131). They argue it is important that a member of the 
research team prepares the transcripts. Otherwise, the person transcribing 
the conversation will not be able to judge what is irrelevant and what is not. 
Within this approach, the researcher can end up with fifteen to thirty pages of 
the abridged transcript instead of thirty to fifty pages of the complete one. 
Morgan (1998) suggests the presentation of the abbreviated text in bullet- 
point format.
This approach is most suitable for research that is composed of several hours 
of recordings and that will have the researcher as the transcriber. It saves 
time without compromising the analysis. On the other hand, if a transcriber 
from outside the research team is commissioned to do the job, this approach 
becomes totally inappropriate.
5.9.1.3 Notes
Note-based analysis is another option. For academic purposes, this is the 
speediest way of gathering the data for analysis. Within this approach, the 
researcher uses his/her field notes as the basis for the analysis. This is not to 
say that audio or video recordings cannot be used, but are only valuable in 
case the researcher needs to clarify what is in the notes.
To Krueger & Casey (2000, p. 131), “[t]he great advantage of the note-based 
analysis is speed”. The researcher does not rely on any kind of time- 
consuming transcription for conducting the analysis. However, an 
inexperienced researcher may miss out important information in his/her notes, 
especially when s/he is moderating a focus groups and taking notes at the 
same time, for example. It has of better applicability when the research team 
is formed by two or more researchers, who can moderate the discussion and 
take notes at the same time without compromising either. They can also 
debrief right after the data collection meeting and make further notes or 
recordings of their conversation.
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5.9.1.4 Memory
The use of memory as the basis of analysis “[...] requires considerable skill 
and experience and has substantial potential for error in the hands of a 
novice” (Krueger & Casey, 2000, p. 131-2). It is commonly used in market 
research and the moderator often presents the results immediately after a 
focus group or interview in oral form to a member of the organisation 
sponsoring the study. Krueger & Casey (2000) go on to say that the role of 
the moderator-analyst is to point out to the sponsors that their pre-existing 
convictions are not always true, although they tend to seek support for 
confirming them.
This approach is more suitable for market then academic research, mainly 
because of the immediate interpretation and oral reporting of results. It is 
definitely the fastest way of capturing data for analysis. However, there is little 
room for critical examination of the results. Besides that, even for market 
research, there is a major setback -  it requires the presence of members of 
the sponsoring organisation during the data collection.
5.9.2 Chosen Basis for Data Analysis
Due to the nature of the study, comprised of several focus group and 
telephone interviews and to the fact that the researcher was the mediator and 
transcriber, audio digital files were used by the researcher as the basis of the 
analysis. Consequently, time for transcribing the data was minimised without 
compromising the quality of the transcriptions, with verbatim transcriptions of 
the parts considered most important to the research only.
5.9.3 Indexing Data
The first actual step of data analysis in qualitative research is generally 
indexing the data obtained. As described in the previous section, such data
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can be comprised of complete transcriptions, abridge transcripts and field 
notes. By indexing all the data, the researcher is able to manage them better 
for future interpretation.
The purpose of indexing [...] involves the analyst reading and 
re-reading the text and assigning index codes, which relate to 
the content of the data and are of interest to the researcher’s 
analytic framework. At the start, index codes are likely to be 
quite broad, and to then become more narrow and focussed 
as the work continues (Bloor et al., 2001, p. 63).
The researcher should try to index all relevant topics in broad categories at 
first. Then, as the process evolves, sub-categories will almost certainly 
emerge and the researcher will need to go back to the first indexed topics to 
verify if they fall into a sub-category. For instance, if a study is investigating 
the purpose of a trip to a destination, the broad categories may be pleasure 
and business. However, differences between a pleasure visitor (category) 
who is travelling for relaxation (sub-category) and one who is travelling for a 
stag/hen party (sub-category) can be identified. Similarly, a business 
(category) traveller closing a deal for his/her company (sub-category) can be 
differentiated from one exploring the potential of the area for new investments 
(sub-category).
5.9.4 Storing Data
Traditionally, indexed data were stored manually, using either a filing system 
or a card index method. These are particularly valuable when the researcher 
has indexed the data manually as well and has copies of the excerpts under 
the same category or sub-category cut and gathered together. More recently, 
the use of computer packages for data storage and retrieval has increased 
significantly. This is due to the possibility of digitally recording data in audio 
and/or video files and to the facility of managing them without all the hassle of 
manipulating hundreds of pages of transcripts and indexed excerpts.
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5.9.5 Interpreting Data
Discussing data analysis in focus group, Krueger & Casey (2000) highlight 
that several factors will influence how much weight or emphasis should be 
given to comments and/or themes. These factors are:
• Frequency: the amount of times a topic has emerged in the discussion. 
It is important to notice though that, by itself, the frequency is not so important 
as a key issue may be mentioned only once or twice during the whole focus 
group;
• Specificity: how detailed an account is. The more specific a person is 
during the focus group the more weight and attention to a quote should be 
given by the researcher;
• Emotion: how enthusiastic, passionate or intense a participant is during 
the focus groups. Once again, these will determine how much weight and 
attention a quote should receive; and
• Extensiveness: the number of different people that mentioned a topic. 
A theme can be very frequent but not extensively mentioned if the same 
person keeps returning to it.
When it comes to the interpretation of data collected through interviews, be 
they individual or group, it is important that the researcher acknowledges it is 
not possible to be totally neutral. In fact, it is important that the researcher 
takes a stand on the topic being investigated (Fontana & Frey, 2005). 
However, this has to be explained to the reader and a justification for the way 
the interview was conducted offered. In this piece of research, the author’s 
standpoint was presented and the two data collection and interpretation 
procedures were certainly affected by it. In mediating the focus group 
interviews with undergraduate students, the researcher has tried to use the 
traces of his personality that characterise him as a former tourism 
undergraduate student and as a current research student in tourism. On the 
other hand, in the telephone interviews with lecturers, the characteristics of 
the author related to his teaching profession were more evident than others.
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This was done purposively to achieve an empathie interaction with the 
respondents, as suggested by Fontana & Frey (2005). In relation to the 
interpretation and presentation of the data from the two phases of fieldwork, 
all the characteristics of the researcher become apparent and a picture of the 
topic being investigated that encompasses different perspectives emerged.
5.10 DATA COLLECTION PROCESSES
5.10.1 Preparation
An initial and informal contact was made with the head of the tourism 
programmes (or equivalent) of five institutions in order to check the viability of 
conducting the focus groups with their students and the interviews with their 
lecturers. After being informed about what the research was about and the 
proposed data collection method, they all agreed to grant the researcher 
access to their students and lecturers as well as to provide a room for the 
realisation of the focus groups at their institutions. The institutions were 
chosen at the researcher’s discretion and to represent as most far as possible 
the types of public and private tertiary-level institutions (faculties, integrated 
faculties, university centres and universities) offering tourism education in 
different regions of Brazil. As a result, institutions with the following 
characteristics were selected:
Institution’s
identification
Public or 
private Type Region
Date o f  
focus 
group
Institution 1 Private University Northeast 12/05/06
Institution 2 Private Integrated faculty Northeast 19/05/06
Institution 3 Public University South 22/05/06
Institution 4 Private Uniyersity centre Southeast 23/05/06
Institution 5 Public Uniyersity Southeast 24/05/06
A flyer was prepared and distributed among students -  the potential 
participants of the first phase of the empirical work (see Appendix A). It 
contained background information on the research, the researcher and how to
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participate. The flyer was sent to all contact persons (the head of 
programmes) in the institutions abovementioned and those were in charge of 
printing several copies to be put in classrooms as well as forwarding to 
students' mailing lists. The flyer offered information on how to participate on 
the research. Students willing to take part were asked to contact the 
researcher via email providing their names, term of study\ time of study 
(morning, afternoon or evening) and email address. Those who contacted the 
researcher were informed that groups would be formed based on their profile 
and all would be informed of the outcome.
For the second phase of data collection, the same contact persons were 
emailed and asked to take part in the interviews. Another teacher from each 
institution was also invited via email. As they all agreed to take part, a 
telephone number was provided and a date and time were set for the 
interviews to take place. All interviews occurred between 14^  ^ of February 
2007 and 6^  ^of March 2007.
5.10.1.1 Pilot Studies
The pilot studies were conducted with students and lecturers from the 
researcher’s home institution in Brazil. In order to do so, two submissions to 
the School of Management’s ethics committee were made. These consisted 
of a protocol cover (with basic standard questions about the nature of the 
study) and a protocol, containing a summary of the project, aims and 
objectives, information sheet for participants, consent form and interview 
schedule. The fact that respondents in the pilot study, broadly speaking, share 
the same cultural background as the ones in the final study (they are all 
Brazilians studying or teaching tourism in Brazil) and are subject to the same 
educational system makes the pilot studies more appropriate for identifying 
the issues that may arise during the fieldwork.
 ^ Most tertiary-level programmes in Brazil are offered in semester terms while some are in 
years.
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The purpose of the pilot studies was to identify issues related to the data 
collection process. A smaller focus group, with 5 students, discussed quality 
in tourism higher education following the researcher’s guidance for less than 
an hour. Although no conclusions were extracted from such a study, matters 
regarding data recording, leading the group discussion and others were 
identified. Similarly, two telephone interviews took place with lecturers from 
the same institution. The same structure used in the ‘’actual’ interviews was 
used in the pilot. In doing so, the researcher was able to make adjustments to 
his strategy of data collection before the actual processes took place.
5.10.1.2 Respondents ’ Selection
The nature of this study, a constructivist approach to quality in tourism 
education in the students’ point of view, meant that the respondents for the 
first phase of the research had to be part of undergraduate tourism student 
groups. For the second phase, tourism lecturers’ views of the student voice on 
quality were the focus of the research. After the selection of the five 
institutions that would take part in the study, volunteer students were asked to 
get in touch with the researcher. The groups of respondents were formed 
based on their characteristics, mainly year of study and gender -  in order to 
represent all years and both genders. That is to say the sample was criterion- 
based (gender and year of study) and by convenience (from the five 
institutions where the researcher had gained access). It is important to note 
that, in some situations, where students that have previously volunteered had 
not shown up for the focus group interviews, the heads of programmes helped 
the researcher by inviting students that were at the institution at the time. The 
lecturers, from the same institution, were selected by convenience, as the 
researcher knew at least two from each institution in person. It is noteworthy 
to say that all had their first degree in tourism and taught tourism-specific 
subjects.
As qualitative research requires in-depth understanding of a phenomenon 
within a specific set of respondents, not a large sample from where
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generalisation of results can be drawn, the number of institutions and indeed 
of students and lecturers taking part in the study was relatively low. In total, 53 
students took part in the five focus groups and ten lecturers were interviewed 
over the telephone.
5.10.2 In the Field
The focus groups were conducted with tourism undergraduate students at 
Brazilian institutions. They took approximately one and a half to two hours and 
each group was comprised of approximately ten students representing all 
programme years. It is important to note that six to ten participants is an ideal 
number for a focus group interview, as the mediator can have a better control 
of how the discussions take place and give all participants the opportunity to 
contribute to the debate (Morgan, 1997).
The process started with the researcher conducting the focus group 
suggesting that the participants shared their views on what quality in tourism 
higher education meant -  as suggested by Hill et al. (2003). The investigator 
tried to avoid interrupting their discussions, trying to capture as much of their 
own views (and voices) as possible. Important aspects of quality according to 
the literature (see chapter 3 -  Table 3.1), however, had to be mentioned if the 
group did not do so naturally. Such items included resources, curriculum, 
teaching and learning, assessment among others. The telephone interviews 
took approximately half an hour each and followed the structure suggested by 
Fielding (2001). The reason for using Fielding’s clusters for structuring the 
interviews was that his framework encompasses the major issues related to 
student voice studies in an organised way. In using the proposed framework, 
no important issues were left out of the conversations with the lecturers.
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5.10.2.1 Recording Data
Data from the focus group interviews were recorded in two different ways, 
with digital voice recording equipment and through researcher’s observation. 
The digitally recorded voices of participants were kept in mp3 audio files and 
important pieces transcribed for further analysis, i.e., digital audio files were 
the basis for the analysis, with abridged transcriptions being used to help 
organise the ideas of the respondents. The researcher’s observations were 
used to record body language, such as gestures and pauses (see Appendix 
B). A similar approach was chosen for the telephone interviews. The calls 
were made over the internet and recorded as mp3 files. Excerpts of these 
conversations were then transcribed to help out the organisation of ideas in 
the data analysis phase of the research.
5.10.3 Operationalisation
Data collection in the first phase of fieldwork, through focus group interviews 
with students, was planned well in advance from the UK. The researcher first 
contacted representatives from the five institutions selected to take part in the 
study and asked if they were willing to assist with the logistics of the process. 
As they all agreed, the researcher sent them a flyer (Appendix A) inviting 
volunteers to take part in the investigation to be forwarded to the students 
electronically and publicised throughout the institutions. As the students 
started to contact the researcher, a list of possible participants for each 
institution was prepared. As there were about ten volunteers per education 
provider and they represented all levels and the larger proportion of female 
students over male students, the list of possible participants became the final 
one. A date and location -  a room within each institution -  were set and 
students informed.
During the focus group interviews, students were asked to freely discuss what 
mattered to quality in tourism higher education in their opinion, as suggested 
by Hill et al. (2003). While the discussions were digitally recorded, the
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researcher took notes using the preconceived coding book (Appendix B). As 
the mediator, the researcher needed to intervene whenever the conversations 
got stuck in one specific issue for a long time. It was also necessary to 
intercede when the discussions did not naturally contemplate all important 
dimensions of quality (Airey & Tribe, 2005). In these situations, the mediator 
prompted the issues that were left out of the discussions.
After the conclusion of all focus group interviews, the researcher prepared 
one page A4 abstracts, so that students had a chance to comment on the 
interpretations of their voices. This process, called members’ checks, is 
suggested by (Lincoln & Guba, 1985; Sandelowski, 1993, among others). It is 
a way to ensure that the researcher has truly represented the opinions of the 
researched by giving them an opportunity to comment on interview transcripts 
and research reports (Seale, 1999). Based on the comments of the 
participants, minor changes were made, mainly the importance given to 
specific issues that the participants felt more strongly about than what was 
represented by the researcher on the abstracts.
As for the telephone interviews, the agreement of half of the lecturers -  those 
who were the contact person at the institution -  was gathered during the initial 
discussions made after the selection of the institutions that would take part in 
the investigation. The other half were invited before the researcher conducted 
the focus group interviews.
After the analysis of the results of the first phase of fieldwork, dates were set 
for the telephone interviews to take place. Based on a pre-established 
framework, questions about each cluster proposed by Fielding (2001) were 
made. Those were followed by questions related to the specific issues most 
frequently, emotionally and extensively mentioned in each institution. At the 
end of each interview, the researcher presented an oral summary of his 
interpretations of the lecturer’s opinions. This provided interviewees with a 
chance to clarify any issue that was not properly interpreted by the 
researcher. At the same time the interviewer took notes on what lecturers had
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to say, a digital audio recording piece of software (Solicall) was used to save 
the conversations in .mp3 files for further analysis.
5.10.4 Data Analysis
In the first phase of empirical work, data were summarised and categorised as 
patterns emerged from the data. Initially, all issues related to one of the 
dimensions of quality in tourism higher education that emerged from the focus 
group interviews were gathered together. These formed the initial categories, 
which were then revisited and expanded as more and more diverse and 
important issues started to emerge. Then, the data within each category was 
explored. In doing so, it was possible to gather specific concerns -  
peculiarities -  within each category together, forming the sub-categories. For 
the telephone interviews, however, there were pre-established categories -  
Fielding’s (2001) clusters. The data were linked to each of the clusters, 
instead of generating categories and subcategories. It is important to note that 
in neither case there was a data ‘reduction’, as commonly seen on the work of 
several researchers; there was a data ‘condensation’, as termed by Tesch 
(1990). This means that the researcher organised the data so that it became 
manageable through the use of interpretation.
The researcher wanted to give the students and lecturers a voice because of 
the abstracted realities a text can create. “[HJaving readers ‘hear’ [...] 
informants -  permitting readers to hear the exact words [...]” is a strategy 
suggested by Lincoln & Guba (2000, p. 183) and that was used in the analysis 
and presentation of results. This is to say that literal citations were provided 
for the reader. For each category, subcategory or cluster, comments on the 
participants’ views were presented along with verbatim transcripts of extracts 
that support their categorisation as such. In doing so, the two following 
chapters (first and second phases of fieldwork) are descriptive only. The 
analysis of the results comes in the subsequent chapter, where the results are 
scrutinised in the light of the existing literature, models of quality in higher 
education and the current scenario of the Brazilian tourism education system.
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It is important to highlight that, as two different approaches were taken while 
conducting the data analysis, data presentation -  in the next chapters -  also 
followed two different paths. In chapter 6, the perspectives of the students 
about quality in tourism higher education in Brazil were presented as raw 
data, i.e., verbatim transcripts of extracts of the focus group interviews. The 
aim was to give the reader the opportunity to ‘hear’ (Lincoln & Guba, 2000) 
the opinions of the students, on their own voices, about any issue they felt 
was important for the debate. In chapter 7, on the other hand, the 
perspectives of lecturers were gathered using a pre-established framework. 
By doing so, the respondents were limited to present their views on the issues 
that mattered to the research only, not on any issues they felt was important. 
As such, the perspectives of the lecturers were organised, and presented, 
under the pre-established framework proposed by Fielding (2001). As a result 
of the use of two different approaches to data analysis, the two following 
chapters present the outcome of the focus group interviews and the telephone 
interviews differently. Chapter 8 gathers the interpretations of the students’ 
voices and the lecturers’ perspectives together so that the two phases of 
fieldwork can be related back to the literature and to the context of tourism 
higher education in Brazil.
5.10.4.1 Data Presentation
Although a similar approach regarding the transcription of parts of the 
interviews in the words of participants was used for the two chapters on both 
phases of fieldwork, the rhetoric was not the same. That is to say that the 
chapters present the data differently. While the chapter on the students’ 
perspectives present their voices on the issues discussed in all focus group 
interviews in alphabetical order, the chapter on the lecturers’ perspectives 
present their views under the pre-established framework used for data 
collection -  allowing for a preliminary analysis, as the clusters were explained 
along with the transcriptions to justify their linkage with each category.
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5.11 ISSUES ON QUALITY
According to Seale (1999, p. 43), “[...] the urge to generate criteria forjudging 
good-quality studies seems irrepressible [...]”, mainly because of the need 
qualitative researchers have to convince sceptical audiences that their 
research is worthwhile. The constructivist nature of this study meant that the 
traditional criteria used in positivist research (internal and external validity, 
reliability and objectivity) were not appropriate. Instead, Lincoln & Cuba's 
(1985) alternative criteria (credibility, transferability, dependability and 
confirmability) were used to discuss the quality of this research.
5.11.1 Credibility
This issue concerns the ‘truth’ of the findings for participants. How can one be 
sure the findings are a true representation of the respondents’ views on the 
matter being investigated? According to Lincoln & Guba (1985), member 
checks are the most appropriate technique for ensuring credibility. Seale 
(1999, p. 45) describes member checks as the act of:
[...] showing materials such as interview transcripts and 
research reports to the people on whom the research has 
been done, so that they can indicate their agreement or 
disagreement with the way in which the researcher has 
represented them.
Participants in the focus groups were asked to take part in a members check, 
having the opportunity to further comment on the issues identified by the 
researcher during the focus groups. They were sent summaries of the focus 
group interview in which they participated and asked to confirm (or otherwise) 
if it was a true representation of the discussion. They were also asked to 
suggest amendments and, if necessary, add any important issue they thought 
should have been discussed during the focus group interview but, for some 
reason, was not. The lecturers, on the other hand, were given an oral 
summary of their opinions at the end each interviews. They then had the 
opportunity to make any amendments to the researcher’s interpretations.
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5.11.2 Transferability
In quantitative research, the applicability of findings can be determined 
through external validity, i.e., using random sampling techniques and 
probabilistic reasoning. In qualitative enquiry, on the other hand, the issue of 
transferability, as Lincoln & Guba (1985) name it, can be overcome “[...] by 
providing a detailed, rich description of the setting studied, so that readers are 
given sufficient information to be able to judge the applicability of findings to 
other settings which they know” (Seale, 1999, p. 45)
In Chapter 2 -  Tourism Higher Education -  a detailed account of the Brazilian 
(tourism) education system is provided, offering the reader enough 
background information to locate the institutions where the research was 
conducted within the country’s provision of tourism higher education. As such, 
by understanding the context and the findings of the research, the reader is 
able to recognise how the researcher reached his conclusions and proposed 
recommendations and is able to identify the value of the findings to other 
settings.
It is important to note though that the research findings are not intended to be 
directly transferable or applicable or generalisable to other settings because 
of the cultural, social and demographic characteristics of the country in mind 
when the research was developed. In order to do so, one would need to 
consider all of these issues as well as the educational system of the other 
country in question and its quality assessment procedures, respondents’ 
social and cultural backgrounds, researcher’s standpoint in relation to 
respondents and several other issues.
5.11.3 Dependability
In the language of positivist research, ‘consistency’ and ‘reliability’ mean 
ensuring that a similar research could be conducted in a different setting with 
a different group of participants and similar results would emerge. Under a
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constructivist paradigm, however, this is not applicable because the enquiry is 
very much embedded on the sample being investigated. Lincoln & Guba 
(1985) use the word ‘dependability’ to substitute the traditional terms 
‘consistency’ and ‘reliability’. According to Seale (1999, p. 45) dependability 
can be achieved by ‘auditing’ -  a process that “[...] consists of the 
researchers’ documentation of data, methods and decisions made during a 
project, as well as its end product” being offered to the readers.
In this section, the researcher presents how the research was planned and 
how it was conducted. The following sections will deal with the actual data 
analysis and results and how they were reached. Through these, the research 
process is presented as clearly as possible. By doing so, the reader can 
understand the influencing characteristics of the study -  including its context, 
population and researcher’s stance -  and adapt it to a similar investigation 
elsewhere.
5.11.4 Confirmability
In Lincoln & Guba’s (1985) terminology, ‘confirmability’ replaces ‘neutrality’ 
and ‘objectivity’. The traditional terms are related to ensuring that “[...] the 
findings of an enquiry are determined by the subjects (respondents) and 
conditions of the enquiry and not by the biases, motivations, interests, or 
perspectives of the researcher” (p. 290). Confirmability, as is the case with 
dependability, Seale (1999) argues, can be established through auditing. He 
claims that “[ajuditing is an exercise in reflexivity, which involves the provision 
of a methodologically self-critical account of how the research was done [...]” 
(p. 45).
By providing the researcher’s standpoint and by reflecting on the research 
process, the author intends to show the readers that he understands that the 
research process cannot be completely free of biases and that his 
interpretations are based on his own background. This is not to say that the 
investigation is subjective and does not have academic value. On the
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contrary, it shows how aware of his position in the process the researcher is. 
Recognising that the researcher is a lecturer among students -  in the first 
phase of data collection -  and that he is in a different position of that of 
participants in the issue being investigated (quality in education) means he 
can control and, to some extent, influence the results. This was avoided by 
giving respondents the opportunity to express their opinions on their own 
voices.
A way of avoiding misinterpretations that was used in the research is member 
checks. However, as a constructivist enquiry, it is not possible to have a 
neutral, biased-free, approach to the data analysis process. Readers have all 
the necessary information to make their own interpretations of the findings 
and to understand how the author got to his.
5.11.5 Triangulation
Two or more data collection methods can be used in the same study to 
demonstrate concurrent validity (Cohen et al., 2000). To this approach is 
given the name of ‘triangulation’. In this study, the results that emerged from 
the focus group interviews were triangulated with a member check and 
referred back to the concepts available in the education literature. A second 
round of data collection also took place, this time with tourism lecturers. In 
doing so, four different methods were used in order to show the validity of the 
research.
5.12 CONCLUSION
This chapter presented the methodological assumptions and approaches that 
guided the empirical work conducted in this thesis. It started by presenting a 
differentiation between methodology and methods. It then focused on 
methodology by offering an overview of the main research paradigms with an 
explanation about how pertinent (or otherwise) each one was for this
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research. In the heart of the chapter was a section on the researcher’s 
standpoint in the creation of knowledge, where a very personal account of 
how the author’s views and background have influenced on the research 
process. Some of the most popular available methods are scrutinised, with 
the pros and cons behind each one analysed. Data collection and analysis are 
discussed and, finally, issues of data quality are considered. The following two 
chapters describe the two phases of data collection and analysis and present 
a preliminary view of the results.
122
First Phase Fieldwork
CHAPTER 6 .  FIRST PHASE FIELDWORK  -  IDENTIFYING THE 
STUDENT VOICE ON QUALITY IN TOURISM HIGHER 
EDUCATION IN BRAZIL
6.1 INTRODUCTION
This chapter presents the steps taken in the first phase of empirical work. It 
starts by describing the timeframe and instrument used for data collection. It 
then explains the way the data was analysed and the results are offered. This 
phase of fieldwork comprised five focus group interviews with a total of 53 
students and is at the heart of the empirical work undertaken in this PhD 
research. The chapter draws to a close with some concluding remarks and a 
description of the chapters that follow.
6.2 DATA COLLECTION
6.2.1 Objective
The objective of this first phase of empirical work was to collect the views of 
tourism undergraduate students from Brazilian institutions about how they 
perceive the influence of the main elements of quality in their experiences. 
The data collection was structured in such a way that their views could be 
expressed, and recorded, in their own voices, so that the researcher’s 
perspectives, and interests, would not prevail in the discussions.
6.2.2 Timeframe
The focus group interviews took place in the month of May 2006. Initially, a 
contact person -  a lecturer, generally the head of programme -  from each of 
the five institutions was approached in February 2006. They were briefed
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about what the research was about and what was wanted from their students 
and teachers. They were also invited to take part in the second phase of field 
work. They all agreed to take part in the research as interviewees and to 
arrange a date and a room for the focus group interviews to take place in their 
institution. In April 2006 they were asked to print and post copies of a flyer 
(see Appendix A) aimed at getting volunteer students to take part in the study. 
An electronic version of the flyer was also forwarded to all tourism 
undergraduate students in the institutions.
During the focus groups the students were informed that a preliminary 
summary of the results would be sent to them for comments, suggestions, 
criticisms, etc. These summaries (see Appendix C) were prepared during the 
following months and sent to the students in October of the same year. Based 
on their comments, amendments were made along with the final analysis of 
the interviews. This technique, where respondents have the chance to make 
remarks on the researcher’s preliminary interpretations of the data, know as 
member checks, is important to ensure the fidelity of data collected through 
qualitative methods (Sandelowski, 1993).
6.2.3 Instrument
Table 6.1 presents the link between the research question, the literature on 
the topic and the chosen instrument for the first phase of data collection.
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6.1 The link between research question, literature review and research instrument for 
the first phase of data collection
Research
question
Key issues arising 
from the iiterature
Translation o f key issues 
into research instruments
What is quality in 
tourism higher 
education and how 
can it be improved 
according to the 
students’ voices?
The worldwide expansion of higher 
education (Karapetrovic, et ai., 
1999) has stimulated an increased 
interest about quality in the area 
(Barnett, 1992; Reavill, 1998; 
Heyneman, 2004; Coates, 2005; 
Robbins, 2005; etc);
Because the achieving in higher 
education is done by the students 
(Barnett, 1992), their role as 
stakeholders (Philips, 1997) has to 
be considered in quality 
assurance/management models 
(Hill et al., 2003);
Current approaches to quality in 
tourism higher education (UK’s 
QAA, Ramsden’s CEQ, etc.) tend 
to overlook the student voice 
(Fileding, 2001)
In order to collect the student 
voice on quality in tourism 
higher education in Brazil, it 
was necessary to use an 
instrument that would take 
into consideration the issues 
on the column on the left. As 
such, an instrument that 
would allow students to freely 
voice their opinions on the 
quality of their experiences 
was needed. This meant that 
the use of a qualitative 
approach, vwth no fixed 
answers predetermined by 
the researcher, was 
essential. The interaction 
between respondents was 
also deemed to be important, 
as themes for discussion 
could emerge from within a 
group of students, not from 
the researcher. These factors 
meant that focus group 
interviews were the most 
appropriate instrument for 
this first phase of data 
collection.
Focus group interview, as highlighted in the previous chapter, is a variant of 
group interviews where interaction within the group is key to the data 
collection process. It is a data collection technique where the researcher 
interviews a number of respondents at the same time rather than only one 
individual. In doing so, it is expected that all interviewees have a more active 
role in the process, participating and debating instead of having a passive 
role, second to the interviewer’s. Focus groups can be used in different types 
of studies and, in a self-contained form, can be the basis for the entire study 
(Morgan, 1997). According to Krueger & Casey (2000), one of the uses of a 
focus group is to obtain feedback during an event, programme or 
implementation of a policy. As such, the use of this technique to investigate 
the opinions of students about the quality of their programmes of study, while 
they are taking their courses, is thought to be an appropriate approach.
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Commenting on the use of this technique for the health sector, Sharts-Hopko 
(2001, p. 90) argues that “[q]uality improvement initiatives often make use of 
focus group methodology”. Similarly, quality improvement in other sectors, 
such as the education sector, can benefit from the use of focus groups.
Finally, the major advantage of using the focus group technique in this 
research is that it will give the respondents the chance to express themselves 
in their own words, differently from what has happened in most previous 
studies on quality in higher education, as criticised in other chapters of this 
thesis.
The main disadvantage of focus group interviews, on the other hand, is the 
complexity of moderating the participation of subjects so that they all have a 
say on the issues being discussed. In order to do so, the mediator has to pay 
close attention to who is dominating the conversation and who is not engaged 
in it. After identifying these participants that either dominate or do not actively 
contribute and get involved in the discussion the researcher should either hold 
them up or stimulate them, respectively.
6.3 DATA ANALYSIS
The data were analysed through the indexation of major themes and sub­
themes. This process produced 14 categories (see Figure 6.1, which presents 
the categories followed by the number of the item that describes it in this text) 
and 72 sub-categories, described in the following section. Such themes and 
sub-themes emerged from the data using audio file-based analysis. They are 
presented here in alphabetical order. However, the summaries in Appendix C 
are presented in the order the issues appeared in the group interviews, which 
can be inferred as the order of importance to the students, as they were given 
the opportunity to start discussing any issues they wanted. As such, the 
issues presented first in Appendix C were the ones initially discussed by 
students whereas those last discussed were either relegated to a position of 
less importance or even disregarded by the students and thrown on the table
126
First Phase Fieldwork
by the mediator during the focus group interviews. Quotes from the students 
are used as much as possible in order to provide their voices on the matters 
discussed. Whenever the frequency, emotion and extensiveness in which the 
themes were discussed (as explained in the previous chapter) are relevant to 
the analysis they are highlighted in the text. Meanwhile, the quotes call the 
attention to the specificity.
student voice
Figure 6.1 Major Themes that Emerged from the Focus Groups on the Student Voice on
Quality in Tourism Education in Brazil
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6.4 RESULTS
6.4.1 Administrative Procedures
This category was not discussed by most groups, although as the mediator I 
tried to make them talk about all issues. When some groups did discuss the 
item, there was not a strong emotion about it. The following three sub­
categories could be identified:
6.4.1.1 Bureaucracy
The difficulty students and even teachers face when they need to use some 
resources was mentioned by participants as an issue that may affect the 
quality of their programmes since they sometimes have to give up using 
materials because of the bureaucracy. A student made the following remark 
on the topic:
...if you need a projector for a presentation, you need to 
reserve it over a month in advance and get authorisation from 
the head of programme and the head of department!
6.4.1.2 Quality Assessments
A few students from different institutions mentioned how important a quality 
assessment based on the students’ views was. They saw the focus group 
activity as a positive tool that programmes should use more frequently. One 
student commented that:
...assessments like this one we are doing now are very 
important, but the university doesn’t do it
128
First Phase Fieldwork
6A .1.3 University Partnerships
Partnerships with other higher education institutions were considered by the 
students a cheaper and easier way for universities to offer opportunities to 
exchange programmes and conference participation, as highlighted by the 
quote below:
The university should have partnerships with other institutions 
to facilitate the participation of the students in conferences, 
exchange programmes...
6.4.2 Assessment
This issue was widely and vigorously discussed by participants in most 
groups. The following four sub-categories were identified:
6.4.2.1 Feedback
Participants highlighted how important it is to get feedback on assessment, so 
that they know what went wrong and can avoid making the same mistake 
again in the future. The two quotes below show the students’ point of view on 
the matter:
There are teachers that make no comments on either exams 
or coursework, just give a grade and that’s all
Both, in exams and coursework, we need to have some 
feedback, so that we know what is wrong
6.4.2.2 Forms of Assessment
Within this category, the forms of assessment were the most discussed item. 
Participants made very strong points on this matter, such as:
...exams, I think there’s nothing worse than exams to assess 
a student
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They believe alternative forms of assessment would be more accurate than 
the traditional written exam. The following quotes illustrate this opinion:
...students’ participation, presentations, all could be used as 
assessment
...the students should be assessed on their academic 
production over the year, not on one single exam
A continuous assessment of the student’s performance 
throughout the semester instead of one exam is more 
interesting, in my opinion...
Participants also highlighted how the traditional exams only make the 
students memorise the texts instead of critically understanding them. The two 
quotes below represent this criticism over written exams:
Some teachers want us to write exactly what they said in 
class in our exams, that’s crazy! This way, you have to 
memorise, not to learn
...an exam is just about memorising. The questions could and 
should, at least, link back to tourism
Another point made by some participants is that the final and most important 
assessment of the programme is the last one, where the students have to 
orally present a dissertation. They believe the previous assessments should 
prepare the student to what is to come. This view is shown in the quotes 
below:
...what about the presentation of the final dissertation? That’s 
why I think formal assessments are not so important. 
Seminars and oral presentations are more important because 
they prepare the student for what’s to come
When we get to the final dissertation, we don’t know how to 
produce an original text because we’re used to memorising 
and copying
6A.2.3 Rigour of Assessments
Students from one of the public institutions made a point in relation to the 
rigour of the exams. Traditionally, in Brazil, some lecturers from public
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institutions are over demanding with students. The following quote highlights 
this problem:
....differently from private institutions, the rigour of the 
assessments here is very strong. Sometimes too strong.
Teachers give low grades for no reason, just to be more strict
6A.2.4 Rigour of Selection
With the boom of the higher education sector in Brazil, the number of private 
institutions has grown considerably. As a result, the entry requirements/exams 
{vestibular) have become easier in some institutions that face problems 
recruiting new students. One participant made the comment below:
Vestibular is easy and the parents can afford a university fee, 
so the students go for tourism for no particular reason
6.4.3 Curriculum
The issues related to the curriculum were extensively discussed in most focus 
group interviews. A lot of emotion could be noticed while the topic was under 
discussion, with several participants trying to make a point. Their experience, 
especially in the institutions where some subjects are taught in a classroom 
with students from several different programmes, was certainly the trigger for 
the fierce discussion about the topic. Fourteen sub-categories could be 
identified. Those are presented below:
6A.3.1 Basic Cycle
In the two institutions where the curriculum is designed in such a way that 
students from different programmes have some subjects in the same group 
(the so-called basic cycles), the students had very strong views on such an 
approach. Some participants believed the basic cycles to be negative, as 
highlighted on the quotes below:
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...the subject of logistics, for example, we have it with 
students from hotel management, foreign commerce, 
sometimes from human resources... I think that is not positive 
because when we are studying a major, we want all subjects 
to be applied to that area
I hate it... the teacher doesn’t know anything about tourism 
and the content of the subject is very disconnected from 
tourism itself
However, some students considered the basic cycles to be positive, 
especially because of the opportunity it gives for meeting new people and 
interacting with students they would not normally do, i.e., from other 
programmes. One participant highlighted that;
It is very interesting to interact with students from other 
programmes
6A.3.2 Complementary Activities
This issue was neither extensively nor frequently discussed across the 
groups. However, one student believed it was important to have:
...the opportunity to take part in lectures, conferences, 
events...
6A.3.3 Distribution of Subjects Across the Years
Because the curricula in the institutions are different from each other, only a 
few students had comments to make about the distribution of the subjects. 
The item was not very extensively discussed. The major complaint about it 
was the lack of flexibility. As a student commented:
Work placement, for instance, should be more flexible. If the 
student has an opportunity to work before the ‘correct’ time it 
doesn’t count for his credits
Other specific examples of a subject in a particular curriculum were also 
mentioned, as in the following quote:
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Research methods should be in an earlier stage, so that we 
can use it for future coursework
6.4.3A Entrepreneurial Approach
This item was extensively discussed by one of the groups. The students' 
perception that the industry is not being well managed by the government and 
that there are fewer opportunities than students graduating led to the issue of 
entrepreneurship in the curriculum. One student pointed out that:
If the opportunities are not there for the graduates, we have to 
create them. It’s important that we have an education that 
stimulates this entrepreneurial attitude towards the industry
6.4.3.5 Field Trips
The issue of field trips caught the attention of most participants in most 
groups. Several students made a point about the presence of field trips in the 
curriculum. One student complained that what is in the declared curriculum is 
not always what happens in practice:
...we have 30 hours per semester to be used in field trips, but 
we only have two to three three-hour long trips
No matter if the field trips were on the curriculum or not, the students thought 
it was a very important tool for learning tourism. As two participants put it:
I think we should see more things outside the classroom 
....opportunity to get to see things that are learned in class
Similarly to the problems identified in regards to the subjects in the basic 
cycles, field trips for a wider group than the tourism programme were 
considered to be negative, as highlighted in the following quote:
The field trips organised by tourism teachers for tourism 
students are better organised and more interesting than the 
ones organised by the institution for all students
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6A.3.6 Flexibility for Including Invited Lecturers
Although the item was not discussed frequently across the groups, it was 
extensively talked about in one of the groups. One student highlighted its 
importance by saying the following:
...let’s hear the views of other people, of those from within the 
industry
6A.3.7 Foreign Languages
The importance of speaking foreign languages, especially English and 
Spanish, was highlighted in most discussions. The need for languages 
subjects in the curriculum was justified by a student as follows:
....many can’t pay for a private English school, so the 
institution should offer it in the basic curriculum because it is 
so important for tourism
6A.3.8 General Knowledge
While discussing the curriculum, students talked about both tourism-specific 
and general subjects. They believe a university-level student should already 
have a reasonable general knowledge to get into higher education. However, 
some general knowledge subjects are necessary for a good tourism 
formation. One participant commented:
The student should come with a baggage already, but it’s 
important that the university links the tourism-specific 
knowledge with the general knowledge
6A.3.9 Generalist versus Specific Approach
Following the discussion on the need for general knowledge subjects comes 
the discussion over a curriculum with a generalist approach versus one with a 
specific approach. Students believe the curriculum should concentrate on the
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specific subjects, although some general knowledge ones are indispensable. 
One participant mentioned that, in their opinion, the generalist approach does 
no good for their formation. In their words;
...I know a bit of this, a bit of that, and I have no professional 
competence in the end
6.4.3.10 Interdisciplinary Approach
This item was extensively discussed across several groups. In the 
participants’ perception, this is one of the most important issues relating to the 
curriculum. They discussed it vigorously and shared a view that it is, in theory, 
the most positive approach to learning tourism although few initiatives can be 
found in practice. They also believe that, even if the curriculum does have an
interdisciplinary nature, there has to be a good coordination by the head of
programme so that it can actually work. The following quotes demonstrate 
how the discussions on the topic went;
It wouldn’t be so hard to have all teachers getting together 
before the semester and discussing what each one is going to 
teach
We hear a lot about how essential the issue of having an
interdisciplinary approach in tourism is. but in practice, we
don’t see it happening
In one institution where the interdisciplinary approach is part of the curriculum, 
the participants commented on how helpful such approach can be. One 
student pointed out that:
It helps a lot! We can get together and prepare a presentation 
to all teachers at once with all subjects being considered
6.4.3.11 Length of Programmes
This issue was discussed extensively by one group only because their 
programme was the only one with a three-year duration while all the others 
were four-year programmes. The reason for that is that one of the five
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Institutions initiated its tourism programme back in the 1970’s and its 
curriculum has not been updated in the last few years while the other 
programmes are either newer or have updated their curriculum according to 
the proposed benchmark provided by the Ministry of Education along with the 
Brazilian association for tourism graduates. The two quotes below are from 
students from the institution with a three-year programme:
...others are four years while ours is only three
...many subjects are missing from our curriculum because 
there isn’t enough time for them
It is interesting to notice that a student from another institution commented 
that even four years may not be enough due to the complexity of tourism.
...tourism is such a broad area that I think four years is not 
enough for learning everything
6.4.3.12 Subject Content
The content of non-tourism specific subjects was also discussed. The 
participants believe these subjects are very similar to those in secondary 
education, as highlighted in the following quote:
We generally think we will only learn new, tourism-specific 
content in the university. But there are some subjects, such 
as geography, that are very similar to high school
6.4.3.13 Theory versus Practice
The frequency, extensiveness and emotion this topic received makes it -  
along with the interdisciplinary approach -  one of the most important to the 
quality of programmes when it comes to the curriculum. All groups discussed 
it and the following views were offered:
...linking theory and practice is the most important thing in my 
opinion
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We have to have a sound theoretical basis but also need to 
have practical classes
This thing of having practice linked with theory is very 
important. The curriculum has to have space for practice
...finding a balance between these two is essential because 
neither can be ignored
Although most mentioned the need for either a balance or more practice, one 
student made a point that practice does not mean technical. In their words:
...not technical knowledge, but a sound theoretical basis
6.4.3.14 Variety of Subjects to Choose
Due to time limitation, according to the participants, there are important 
subjects that cannot be on the curriculum as core subjects. As a result, they 
believe such subjects should be offered as optional ones.
...if there isn’t time for all subjects, there should be more 
optional subjects for us to choose from
Still discussing the question of optional subjects, the participants mentioned 
how important it is to have several alternative subjects to choose from. One 
student commented:
Many times, there are subjects that should be chosen by us, 
but there is only one option... there’s nothing to choose... in 
reality!
In some cases, the students had specific complaints about their curriculum, as 
in the examples below:
In other programmes, you have hotel management, 
gastronomy and we have very few specific subjects
We now don’t have statistics as a subject and I think it is very 
bad, especially because of the nature of our programme, 
which is focused on planning
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The complexity of the tourism industry, where an array of professional options 
is available makes it difficult for programmes to concentrate on all areas. As a 
result, participants think the curriculum has to be as broad as possible, as 
highlighted in the quote below;
...so many different options in the future that the university 
has to prepare us for several areas. The curriculum has to be 
very broad
6.4.4 External Evaluation of the Institution
In the Brazilian education system, programmes are externally evaluated 
periodically. However, the students believe the system is flawed because not 
all students take part. One participant made the following comment:
Not all students take part in this. The institution can choose 
the students they want to take part. I think that’s not right. I 
think everyone should take part
6.4.5 Extra-curricular Events
The participants believe academic events should be made available as 
frequently as possible because they can enrich their experiences. The 
following sub-category could be identified:
6.4.5.1 Conferences
Taking part in academic conferences is considered very important and 
positive by the students. In their words:
...so far they have been very useful
We met some people that we have heard a lot on the books 
but have never seen
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6.4.6 Head of Programme
The head of programme was also considered to be important to the quality of 
the students’ experience. Although the topic was not discussed by all groups, 
the ones who mentioned it did it in a very expressive way. It was classified 
into the three following sub-categories:
6.4.6.1 Assistance
The head of programme is seen by participants as someone who is always 
there for them. This is particularly true with new entrants, who need more 
information and assistance than the more experienced ones. In one 
institution, a student made the following comment:
She is very open to us and tries to help on any matter related, 
or even unrelated, to the course
6.4.6.2 Guiding Role
The participants also perceive the head of programme as someone who can 
help make them understand how the subjects are related to each other and 
what tourism studies is all about. The following comment by a participant 
illustrates this view:
I learned about the greatness of the tourism activity with 
Maria (this is a fictional name to the head of programme)
6.4.6.3 Motivating Role
The head of programme is also perceived as a motivator, someone who is 
always pushing the students to study, to take part in activities, etc. The 
following quote demonstrates that:
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Today, for example, I didn’t know about this research, but the 
first thing I did when I arrived here was to talk to her and she 
told me to come here because It would be interesting and 
useful for me
6.4.7 Infra-structure
The discussion on the infra-structure of the institutions was present in all 
focus groups. According to one participant:
The infra-structure of the faculty influences a lot on this [the 
quality of programmes]
The following five sub-categories could be identified:
6.4.7.1 Campus
In one institution, the students made general comments about the campus. It 
is important to note that it was a brand new and modern campus. One student 
commented that:
...you can spend the whole day on campus, you have 
everything you need
In the other group discussions parts of the campuses were considered 
separately.
6.4.7.2 Classroom
Although the students were invited to comment on what quality in tourism 
education is, they often made such comments by using examples, such as:
There are evenings that it is so hot that it is hard to 
concentrate, especially with the noise from the fans
There is a church around the corner... and everyday, at noon, 
there is a loud music coming from there... it’s irritating, it’s 
noisy, it’s very noisy indeed
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This shows how important the classroom is to the student experience, 
especially in a country such as Brazil where programmes are very didactic 
and the time spent in the classrooms very long.
6.4.7.3 Computers
The students from one institution talked about the computers available around 
the campus, not only in the computer lab. They commented on how practical it 
is to go to one of those computers and find all the software one needs. In their 
words:
...there are several computers available with all software 
installed
6.4.7.4 Labs
This was the most mentioned part of the infra-structure of institutions. It is 
important to note that in Brazil, any room with specific materials, computer 
software, or even space for a particular activity are called labs. Students 
made general comments, such as:
A well-equipped lab is very important, it’s very useful for the 
students to learn about tourism
You have to experience things and, without a lab, it’s difficult 
What else is important? Labs...
Having all the material gathered in a lab helps a lot
They also made comments on the specific needs of a tourism programme in 
relation to labs. The following quotes are examples:
In a tourism programme, labs are very important. Labs for 
gastronomy, global distribution systems and others
...we don’t have a computer lab, a gastronomy lab... if you 
see, it’s easier to learn
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6.4.7.5 ‘Working’ Environment
The environment, including desks, chairs, air-conditioned rooms, etc, were 
also considered important to the experience of students. One participant even 
commented that, in their institution:
It is cosy, desks are more comfortable than the majority. I like 
to arrive here early!
6.4.8 Life Quality
This item was only discussed by one group and diverted completely from what 
all the others talked about. It is important to note that it was in a public 
institution in Sao Paulo, the largest and one of the most problematic cities in 
Brazil. Many of the students work during the day and study in the evening and 
use a chaotic public transport system to get around.
6.4.8.1 Well Being
Due to the problems presented above, it can be argued that the well being of 
those students will influence enormously the quality of their studies. That was 
the view defended by some participants, as highlighted in the comments 
below:
I think it is a very basic level, but the question of 
accommodation, alimentation...
Some people get into a university programme and have to 
quit because can’t afford to continue
6.4.9 Research
Issues related to research were discussed by the majority of groups. They 
discussed the topic under two perspectives, the one of reader of research 
outputs and the one of researcher. In both cases, the discussions were
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concerned not only with academic research but also with industry-oriented 
research. The category was classified into the following five sub-categories;
6.4.9.1 Academic Production
The participants highlighted the importance of becoming researchers during 
the completion of the degree, i.e., conducting research as students. One 
student commented on the specific action of writing research outputs:
...producing our own texts instead of just reproducing the 
existing ones
6.4.9.2 Academic Profession
The preparation of students to become researchers in the future was also 
highlighted. According to one student:
...besides the industry, the programme has to feed the needs 
of the academy, creating researchers
6.4.9.3 Critical Analysis of the Existing Literature
As readers of existing research, the participants believe they should be 
pushed to critically understand the research, not copy parts of it for an 
assignment. In a student’s words:
We are used to copying pieces of texts from other authors, 
not creating something from the top of our head. It’s just a 
repetition of what has already been published
6.4.9.4 Importance
Although some programmes do not give research much attention, students 
believe they should do so because it is important for their future as 
professionals. As one student points out:
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A good tourism programme has to focus on research, 
especially on applied research, so that students get the 
chance to see how things work on the real world
6.4.9.5 Motivation
According to the participants, students need to be motivated to conduct 
research. Institutions and teachers should encourage it. The quotes below 
illustrate this opinion:
The institution is always trying to get students involved in 
research projects but we are not as motivated as we should
Research rooms are a good incentive for researching
6.4.10 Resources
Most institutions in Brazil, be they private or public, face financial problems 
due to a lack of government support in the case of public ones and a low 
number of students in the case of private ones. As a result, resources are 
generally scarce. The participants’ comments were classified into three sub­
categories:
6.4.10.1 Financial Support
The nature of the tourism programme demands a larger number of field trips 
than most. The participants believe this justifies the existence of a bus for the 
programme, so that it can be used whenever the teachers and students need 
it. A student highlights this through an example:
The university has a bus for field trips, but it is not enough for 
all programmes. Ours needs it more than the others and 
should have its own
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The prejudice tourism suffers in the academy is evident in the quote below;
If we apply for support for a conference, we don’t have the 
same treatment as students from more traditional areas, such 
as medicine, engineering
6.4.10.2 Library
This was the most discussed topic under the resources. Not only was it 
frequent but it was also extensively talked about by several participants. The 
quotes below show some examples of the students’ own experiences and 
how important they believe the library is:
Our library is very large, but it looks like an empty shell, with 
very few books
Our library is one of the biggest in Latin America and it’s very 
well equipped. Books are more than enough
Our institution has the largest tourism collection in the city 
and we see how important that is when students from other 
institutions come here to research
...some important books are not always available, especially 
those that are more expensive, but we’re talking about an 
institution’s library, they should have all the important titles in 
good numbers
It’s difficult to find tourism books at the library here, so we 
have to look for material on the internet
6.4.10.3 Technological Apparatus
The availability of the technological apparatus is considered to be of great 
importance by the participants. They believe an institution should have a good 
amount of equipment and this should be available to teachers and students at 
all times.
Although the university is very rich, there are few projectors. If 
a teacher or the students want to use one, you have to 
reserve it well in advance... and that’s if there’s still one 
available
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There were two projectors, but now there is only one and if 
another group is using we can’t have it
6.4.11 Social Commitment
This topic was not frequently discussed as just a couple of institutions push 
students beyond the curriculum to broader social issues. Five sub-categories 
could be identified under this topic:
6.4.11.1 Active Role in Society
Students highlighted the need to understand the role of each stakeholder 
(students, teachers and institutions) in society. Tourism programmes should 
then be connected with the real world out of the universities. One student 
points out that:
...not only the historical aspects of the activity are important 
but the current issues
6.4.11.2 Continuing Work
In one institution where the stakeholders try to understand their role and the 
current social reality, students criticised how little action was taking place. As 
one participant commented:
...we visited a poor community, discussed what we saw in the 
classroom, but then, that was it. We didn’t go back to that and 
didn’t intervene on the problematic situation we’ve seen
6.4.11.3 Prejudice
The institutions’ role in shortening the distances between those who have the 
opportunity to study and the poor neighbouring communities was considered
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to be very important. One student admitted how they have changed in this 
respect because of the institution’s attitude.
I had prejudice with poor and disabled people, but the 
institution is very involved with the local community
6.4.11.4 Universities’ Role
At one public institution, participants criticised the capitalist approach that 
rules private organisations, including higher education institutions, where 
students are taught how to succeed in life regardless of what it takes. As a 
public institution, the students believe their university had another -  more 
important -  role. As one student points out;
Many people come with a particular interest, but the public 
universities have to have the country’s interest in mind
6.4.11.5 Volunteering
Brazil does not have a strong tradition in volunteering as part of a student’s 
experience. Few institutions stimulate students to take part in such activities. 
However, in one institution where this occurs, participants perceive it as very 
important. In their own words;
Not only it makes us see the world with different eyes but the 
market likes those who volunteer...
6.4.12 Students
The influence of the other students on the quality of participants’ experiences 
was very much discussed by all groups. The topic was strongly talked about 
and the following eight sub-categories emerged from the focus group 
discussions:
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6.4.12.1 Inexperience
The lack of maturity of entrants in tourism programmes was considered 
relevant by a number of participants across the groups. The two quotes below 
illustrate how they feel about the immaturity of some students;
...we arrive here very immature and don’t know what to do. If 
the teachers guide us through well, we’ll do the right things
...very young, just out of high school, we want to have a 
tertiary diploma and tourism is now available in almost every 
institution, so many people choose it without thinking
The participants also highlighted how these inexperienced students behave in 
relation to tourism studies. They do not see tourism as a future profession, but 
as a way of having fun. In their words:
There are students that come to a tourism programme 
thinking that they will have a nice time because tourism is ail 
about partying and travelling
Many students think that tourism studies is about travelling 
and experiencing life as a tourist
6.4.12.2 Interest for the Subject Area
This issue was extensively discussed in most groups. Several participants 
believe a number of tourism students are not interested in the subject area. 
They are studying tourism for other reasons, such as a perception of a 
partying environment or the number of vacancies in tourism programmes. The 
following quotes relate to this issue:
...some don’t know what tourism is about, some don’t like the 
teacher, some are not interested at all
Sometimes teachers say a group is bad because of the lack 
of interest of a smail group
...tourism is still easy to pass in a federal institution like ours if 
compared with medicine or law, so many come to tourism for 
that reason, not because they like it
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I like to sit in the front in the classroom. I try to understand 
what the teacher is saying but the other students are talking, 
using their mobiles...
6.4.12.3 Lack of Respect for the Subject Area
In the case of programmes where there are basic cycles, the participants 
believe the students from other programmes do not respect tourism as an 
area of study. They made the following comments on this issue:
When we have classes with hotel management students they 
say that they're going to work at hotels but we don’t have a 
job to do because we’re studying tourism
When we have classes with the students from management, 
for example, they say we are those who party all the time, the 
clowns, etc.
6.4.12.4 Motivation
The students’ motivation was considered an important aspect of the quality of 
programmes. Participants feel that if the other students are not motivated, 
they will interfere in the group’s progress as a whole. As one student said:
...I see the tourism student as an uninterested individual, at 
least that’s what I see in my group
6.4.12.5 Participation
The students’ participation during the classes was also considered to be an 
important factor in the quality of the participants’ experiences. In this respect, 
two students made the following comments:
There are students that participate and are willing to 
contribute to the class, but others are not
When a group is presenting a seminar and the other students 
are paying attention, that’s good for everyone. But, if not, it is 
a waste of time
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6.4.12.6 Political awareness
This point only came out at the two public institutions investigated. It was not 
extensively discussed. However, the participants that mentioned it made it 
heartily. According to one participant;
Tourism students are generally disconnected with what is 
going on in the world
6.4.12.7 Student Selection
In more than one institution the participants criticised the student selection 
process, which they believe is too easy and just a formality to get new 
students into the programmes. This is particularly the case in private 
institutions, where the student/vacancy ratio is very low -  sometimes below 
one. Participants believe this is negative for all of them because the level of 
tourism students and graduates ends up lower than the ideal. In their own 
words:
...bad students can easily get into tourism programmes in 
private institutions, what matters is if they have money to pay. 
As a result, the quality of the students in private institutions 
tend to be very low
6.4.12.8 Student/student Interaction
Participants discussed the importance of getting to know students from other 
programmes as well as tourism students from other years and other 
institutions. The interaction is seen as positive for the students' development. 
The following quote shows a participant’s opinion:
It’s good to talk to students from other years and even from 
other institutions to know what they are studying, how 
different from our experience theirs is
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6.4.13 Teachers
Teachers were the most frequently, extensively and emotively discussed 
theme across all institutions. In some cases, it was difficult to divert the 
discussion from this topic. Participants tended to keep coming back to the 
same issues. In their opinion, most problems they faced were caused by the 
teachers. At the same time, they think most good practices and solutions to 
problems laid with the teachers. Due to how much discussion there was 
around the topic, the following seventeen sub-categories emerged:
6.4.13.1 Ability to Motivate Students
Participants in most institutions shared the view that the teacher has to be a 
motivator. If the students are uninterested, the teacher should find a way to 
bring them to what the class is about. At the same time, if students are 
interested, the teacher has to push them even harder. In the participants’ own 
words:
...the ability to get students interested in tourism, especially 
because tourism here is generaliy a second option when 
applying for a place at the university
If students are uninterested in what is happening in the world, 
that’s where the teacher has an important role, in motivating 
students
6.4.13.2 Capacity to Discuss the Situation of the Industry as a Whole
A few groups commented on the need to have teachers discussing the current 
developments in the tourism industry nationally and internationally, not just 
regionally. They also believe the teachers have to link all important aspects of 
the industry during the classes, so that the students can have a wider picture 
of what is being taught. According to a participant:
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...when you go to a conference and talk to people from other 
states, you see that the teachers only talk about the industry 
in our state, not the whole national and international picture
6.4.13.3 Diversity of Staff Qualifications
This item came up in only one institution. In reality, most groups had a 
contrasting view (as explained on the sub-category about teachers' profile/first 
degree). However, the following was mentioned by one participant and the 
others in the group agreed:
...sometimes it’s good to have a teacher from a background 
other than tourism, so that we can learn from a different 
perspective
6.4.13.4 Full-time Staff
This issue is very peculiar to public institutions in Brazil. The reason being the 
fact that the government hires a small number of full-time lecturers for each 
programme and fills the other positions with temporary -  generally part-time -  
staff. At one of the public institutions investigated, the participants were facing 
such a problem and highlighted how that affected their experience. As one 
participant points out:
Here, we have a very small number of tourism lecturers and 
ail the others are acting teachers, that work in the programme 
for no more than two years
6.4.13.5 Guiding Role
Similarly to what the groups mentioned about the head of programme, they 
believe the teacher should guide them through. The teachers’ experience and 
knowledge of the industry should play to the students’ advantage. The two 
following quotes illustrate this view:
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Teachers should inform us of conferences, motivate us to 
participate. In fact, our time in university is very short and 
teachers are iike parents to us
The teacher has to guide and motivate the student to look for 
information about tourism
6.4.13.6 Lack of Respect for the Area
This issue was only commented on by one group. The group had a basic 
cycle and their criticism was directed to the teachers that give classes to 
students from several programmes at a time. According to one of the 
participants:
Some teachers say that we are lazy because we don’t do 
anything but travel and have too many excuses for not 
handing in work on time
6.4.13.7 Practical Lectures
The discussion over the link between theory and practice took place while 
commenting on the curriculum. However, from the participants’ perspective, 
the application of what is -  or should be -  in the curriculum is up to the 
teachers. They believe practical lectures enrich their experience. In their 
words:
I think this is very important. The student gets motivated. He 
is seeing something in class that will later be used in his 
professional life
6.4.13.8 Supporting Materials
The materials used by the teachers were considered an important factor to 
the quality of teaching and, consequently to the quality of programmes. It is 
important to note that this sub-category is not related to the supporting 
materials offered by the institution or the programme, but those used by
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teachers. The item was frequently mentioned across the groups. Participants 
commented on the need for alternative supporting materials, such as:
...the use of different types of media, not only slides...
One student also made a point about a subject’s literature. In their opinion:
Basic books should be compulsory, not those with 1,000 
pages that will only be used once in a while, generally after 
you have graduated and are on the market
6.4.13.9 Supporting Texts in Foreign Languages
The use of supporting texts in foreign languages was neither frequently nor 
extensively discussed. However, at one institution, a participant made the 
following comment on this matter:
I don’t know if it is because it’s hard for the teachers to find 
material or to read in other language or if it is the students 
that can’t read it, but I think it is important that we read texts 
from other countries
6.4.13.10 Teacher/Student Interaction
The teacher/student interaction was one of the most discussed issues on the 
topic of teachers. The participants believe this has a strong influence on the 
quality of their experiences. The several quotes provided below show how 
important the participants perceive the interaction to be:
...his posture in the classroom, the way he interacts with the 
students
An ideal teacher is that teacher who knows how to transmit 
the content of the subject and makes the students feel 
comfortable in class
....a barrier may be created if a teacher doesn’t like a student 
and vice-versa
...teachers help us a lot. If you send an email, for instance, 
they reply within a day or two
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6.4.13.11 Teachers’ Ability to Lecture
In the participants’ viewpoint, not only the subject-specific knowledge is 
necessary to be a good teacher but the pedagogic knowledge. The teachers 
have to know how to teach. In several groups, participants complained about 
either a teacher or some teachers that have the highest qualifications, years 
of work experience and all the other important characteristics of a good 
teacher. However, they do not have the pedagogic knowledge about how to 
teach well. The following quotes illustrate the problem:
There are teachers that have travelled a lot, with a masters’ 
degree, with a PhD, everything, but they don’t know how to 
teach
We talked about professional experience, but some teachers 
have that and don’t know how to teach. It is important to know 
how to teach
Sometimes the teacher does not know so much of a topic but 
is a very good teacher, so I’m sure I’ll learn something
No matter how experienced they are, they have to know how 
to teach
6.4.13.12 Teachers’ Interest for a Specific Subject
The fact that some teachers are allocated to different subjects each semester 
creates this problem. The teacher may be hired to teach a subject, but if there 
are others available they will often accept teaching them to increase the 
number of working hours at the institution. When that happens, participants 
believe, a problem emerges with it. According to one of the participants:
...sometimes the teacher likes the subject he is teaching and 
that’s good, but sometimes he doesn’t like it at all and is 
uncomfortable with teaching it, which is not good, not good for 
the students
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6.4.13.13 Teachers’ Knowledge of Tourism
The diversity of tourism programmes’ staff sometimes causes a problem. The 
teacher has no particular knowledge about tourism, just about their subject. If 
they do not try to research and link the subject to the tourism activity, the 
students will find it difficult to do it themselves. The following quotes show how 
the participants feel about this issue:
Here, we have teachers that are not interested in tourism.
They are here just because of an opportunity that emerged
No matter how good the teacher is, he has to iink the non­
specific subject with tourism
6.4.13.14 Teachers’ Profile/First degree
The interdisciplinary nature of tourism makes it difficult for teachers from other 
areas to teach their subjects without referring it back to tourism. If they do not 
hold a tourism degree, participants believe they should either work or have 
worked in the industry or, at least, research on the area. As one participant 
points out:
Several teachers don’t hold a tourism degree. I think they 
should, at least, have professional experience on the area. If 
not, look for information about tourism
It is important to note that not all participants think that tourism teachers 
should hold a tourism degree. According to one participant:
...some subjects are too specific to have a tourism graduate 
as a teacher, but the majority of teachers should hold a 
degree in tourism
6.4.13.15 Teaching Methods
The traditional didactic teaching method that prevails in most Brazilian 
institutions is taken for granted by most students, who are so used to it that
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they do not think of others. Only one participant made a comment on the use 
of alternative teaching methods. According to them:
...and the use of case studies, so that the student gets used 
with the reality of the industry
6.4.13.16 Teaching Styles
The way the teacher conducts the classes was also discussed by most 
groups. The participants' views on this matter were that the teacher has to be 
innovative, creative, in order to stimulate the students. In their words:
...always innovating, motivating students 
...an interesting way of teaching the subject
However, some believe the teacher has the knowledge and should be the one 
to talk all the time. This view is backed by the traditional didactic approach to 
education the country is used to. On this issue, a participant commented that:
Some teachers use students to present stuff instead of giving 
classes... it is not as rich as a teacher presenting the material
6.4.13.17 Up-to-date Teachers
Since tourism is a very dynamic activity, participants believe the teachers 
have to be updated all the time. They have to have the most updated 
information available to pass on to the students. The two quotes below 
illustrate their opinions:
...she works for Gol airlines all day and then, in the evening, 
she comes here and lets us know of things that have just 
happened, not only in the airline sector but everything related 
to tourism, she searches information to be updated all the 
time
...I think he was talking about the GDP, but how old were the 
data he was talking about? The teacher has to be updated all 
the time
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6.4.14 Work Placement
Students from all groups discussed this item. Its influence on the quality of 
programmes was considered to be relevant. The issues were discussed 
vigorously and three sub-categories emerged:
6.4.14.1 Importance
Students from most groups highlighted how important it is to have a work 
placement. They all agreed on the positive impacts such experience may 
have on the quality of tourism programmes. As one student points out:
An opportunity to get a foot on the job market
6.4.14.2 Institution’s Provision of Opportunities
The institutions’ role in offering opportunities for students to take their work 
placements was considered very important by participants. The need for 
partnerships with prospective employers is highlighted in the two following 
quotes:
For example, I know someone who works in the HR 
department of the Blue Tree Park Hotel. I told her I was 
studying tourism and that I’d like to do my work placement 
there, but she said that only two other institutions had 
partnerships with them and that only their students could 
apply
It’s important that the institution has partnerships with hotels, 
travel agencies, tourism planning enterprises... with every 
type of organisation
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6.4.14.3 Recognition from Those from the Industry
Students believe the industry does not value the tourism student as much as 
other students. Many assume tourism students do not have the necessary 
skills to work for them. In one student’s own words:
...because tourism students are not well seen on the 
market... people don’t know what we’re studying and think we 
aren’t serious professionals, that we only like partying and 
travelling
6.5 CONCLUSION
This chapter showed the views of tourism students on matters that they 
believe to influence the quality of tourism education. Differences could be 
identified between the views of students from different types of institutions in 
regards to some of the issues. For instance, students from public institutions 
were more concerned with the social role of the universities and with the 
return they should give to the country after their graduation. Students from 
private institutions, on the other hand, had a more self-centred view of their 
future as professionals, more concerned with their own success than the 
collective. Overall, the most frequently, extensively and vividly discussed 
items were teachers, students and the curriculum. As almost all students in all 
groups commented effusively on the importance of teachers for the quality of 
programme, teachers can be considered the single most important factor 
affecting the quality of the student experience and, consequently, the quality 
of their programmes. Within this category, teachers’ ability to motivate 
students and have a good interaction with them were more frequently 
discussed as was the need for teachers to have not only content-specific 
knowledge but also pedagogic knowledge. In relation to students, the most 
recurrently mentioned issues that students believe to affect the quality of the 
experience were those related to how motivated and interested for the subject 
area the other students are and how the interaction among students from the 
same programme and year and those from others takes place. The comments 
on the curriculum covered several issues, but mainly the basic cycle -  for
159
First Phase Fieldwork
those students where this approach is applied -  and, more generally, the 
question of how interdisciplinarity is worked by the institution and how theory 
and practice are contemplated in the tourism curriculum. The next chapter 
details the second phase of data collection and analysis. The following 
chapters relate the data back to the existing literature and present the final 
conclusion of the thesis.
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CHAPTER  7 -  SECOND PHASE FIELDW ORK- BRAZILIAN 
LECTURERS^ VIEWS ON AND RESPONSES TO THE STUDENT 
VOICE ON QUALITY IN TOURISM EDUCA TION
7.1 INTRODUCTION
This chapter presents the analysis of the data collected through telephone 
interviews with lecturers from the five institutions where the first phase of 
empirical work took place. Their views were considered important to the 
debate on the student voice on quality because they are the ones in closer 
contact with the students. They are also the ones who regularly listen to the 
students, even if it does not mean listening to their voice in its political sense. 
The lecturers’ views are presented grouped into nine clusters, as described 
below. Finally, some concluding marks are presented along with a brief 
explanation of the chapters to follow.
7.2 DATA COLLECTION
7.2.1 Objective
The objective of this second phase of empirical work was to collect the views 
of tourism lecturers from the same Brazilian institutions where the first phase 
of data collection took place about how they see the student voice debate and 
how they act -  or not -  based on the voices of their students. The views of 
their students on the most frequently, emotionally and extensively discussed 
issues were also presented to the lecturers, so that they could comment on 
them. The interviews were aimed at identifying whether or not the lecturers 
listen to and respond to the students’ voices.
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7.2.2 Timeframe
Data collection took place during the months of February and March 2007. 
Ten potential participants, selected by convenience, were contacted in early 
February and the data collection started to take place as soon as the first 
ones replied positively to the researcher’s request. Eventually, all ten potential 
participants first contacted agreed to take part in the research and a 
convenient date and time was arranged with each one of them. As the 
interview itself required neither previous preparation -  such as room selection 
and the organisation of the space -  nor subsequent follow-ups, as soon as 
they took place the data collection process was over. During the months of 
March and April 2007 the analysis of the results took place.
7.2.3 Instrument
Table 7.1 presents the link between the research question, the literature on 
the topic and the chosen instrument for the second phase of data collection.
162
Second Phase Fieldwork
7.1 The link between research question, literature review and research instrument for 
the second phase of data collection
Research
question
Key Issues arising 
from the literature
Translation o f key issues 
into research instruments
What is quality in 
tourism higher 
education and how 
can it be improved 
according to the 
students’ voices?
The teacher’s authority in the 
classroom (Barnett, 1990) has an 
impact on the possibility of 
students being able to express 
their views in their own voices and 
on the dominant groups’ 
willingness to hear and act based 
on the students’ voices (Fielding, 
2001);
Authority and control should be 
shared among all stakeholders in 
an educational setting, so that they 
can all contribute to the 
improvement of quality and, 
consequently, benefit from it 
(Fileding, 2001).
In order to investigate how 
lecturers perceive the student 
voice debate as well as the 
opinions voiced by their 
students, it was necessary to 
chose an instrument where 
the researcher and the 
researched could interact. 
While the researcher offered 
the views and voices of the 
students, the researched 
could comment and respond 
to them. Similarly, the 
researcher could present the 
key ideas behind the concept 
of student voice and hear 
what lecturers had to say 
about it. As such, individual 
interviews were considered 
the most appropriate 
instrument for the data 
collection process in the 
second phase of fieldwork. 
However, as the distance 
barrier did not allow for face- 
to-face interviews, telephone 
interview was chosen as the 
instrument for this phase of 
the empirical work.__________
The main reason for choosing telephone interviews as the instrument for this 
phase of the data collection process was that the nature of the research, and 
its methodological approach, required an instrument capable of allowing 
researcher/researched interaction and of producing qualitative data. As the 
distance barrier did not allow a personal contact with the subjects, it was 
decided to interview them via telephone. In order to make it easier to record 
and digitally store the interviews, Skype -  a telephone over internet protocol 
piece of software -  was used along with Solicall -  a piece of software used to 
digitally record calls made through any telephone over internet protocol 
software. As a result, the interviews were stored into mp3 files before being 
transcribed, which allowed slow-speed playback, rewinding, fast forwarding, 
etc. Besides, mp3 files are largely compatible with any music player software 
and easily manageable.
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Telephone interviews have similar characteristics to face-to-face interviews, 
discussed in the previous chapter. However, there are a few peculiarities that 
have to be considered, especially the lack of personal contact between 
interviewer and interviewee. In other words, there are advantages and 
disadvantages for conducting telephone/internet interviews. The main 
advantages include low cost and speed of return, especially because the 
interviews are made synchronously (Fontana & Frey, 2005), i.e., researcher 
and participant engage in a conversation rather than the sending of a set of 
questions for later return. On the other hand, the possibility of face-to-face 
interaction is non-existent. As Fontana & Frey (2005, p. 721) point out, “[...] 
establishing an interviewer-interviewee ‘relationship’ and ‘living the moment’ 
while gathering information (Hertz, 1997a) is difficult if not impossible”.
7.3 DATA ANALYSIS
7.3.1 Categorisation
As in the first phase of empirical work, the data from the interviews are 
analysed and presented in categories. However, this time the categories did 
not emerge from the data. They were brought forward from the literature and 
from the results of the focus group interviews with students. In particular, 
Fielding’s (2001) work was the basis for the categorisation. His arguments 
that some important issues need to be considered in any student voice study 
were not only acknowledged and recognised but also agreed on. These 
issues are related to who is allowed to speak, who is listening to them and 
why, what kinds of skills do speakers have to have to engage in such a 
conversation where their political voice should be heard, the attitudes and 
dispositions of those listening to the voices, how the systems stimulate the 
expression of opinions in the speakers’ own voices or not, how the 
organisations share responsibilities and achievements with all stakeholders, 
how the meanings to the voices are reached, and whether action takes place 
or not based on the voices of speakers.
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The data from the telephone interviews are presented following the same 
structure used to conduct them (see Appendix D). Such structure was 
comprised of Fielding’s (2001) nine clusters (presented in the chapter on the 
student voice) minus the last one -  about the future, as it did not relate to 
what was being investigated. Instead of the discussion about the future of the 
student voice debate, interviewees were presented with the views of their 
students about particular issues -  deemed to be the most important ones from 
the students’ point of view. In doing so, the lecturers had the chance to 
respond to the students’ voices on relevant issues in their institutions.
7.3.2 Transcribing the Interviews
As with the first set of data, the analysis of the interviews was digital audio­
based, i.e., the parts of the interviews deemed to be the most important ones 
were translated from Portuguese by the researcher and transcribed in the 
words of the interviewees (see Appendix E).
7.4 RESULTS
The nine subheadings that follow offer an analysis and several verbatim 
quotes from what lecturers had to say about the student voice debate and 
about the voices expressed by their students in relation to some specific 
issues on the quality of their programmes.
7.4.1 Speaking and Listening
The opening part of the interviews was concerned with the issues of speaking 
and listening. The questions of who is allowed to speak and what kind of 
language can be used were the initial focus of the interviews. Teachers were 
asked if they have the habit of listening to the student voice. And, if so, how 
this process takes place.
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In general, interviewees demonstrated a predisposition to listening to the 
student voice. However, most mentioned only an informal way of doing so, as 
represented in the several following quotes:
I have no formal way of giving the students an opportunity to 
provide feedback, but I regularly ask them if the class is 
meeting their expectations
As the institution already has a formal written evaluation, I 
believe the time in the classroom is a time for more informal 
conversations
I like to use my email from the institution for communication 
with students
I do listen to the students regularly [...] I do it in a more 
informal way
During my classes, I am very open to their comments. Not 
only I ask them about how things are going but let them 
speak about anything they feel is important
Although I have time to meet students in my office, I tend to 
hear their voices in the classroom much more frequently
It’s informal... always informal
This informal approach can be either positive or negative depending on the 
situation and perspective. For instance, it is positive when it allows students to 
use their own language and express their opinions in their own way. At the 
same time, it may be negative when it is taken for granted by the students if 
they do not perceive that it is a time where they have an opportunity to voice 
their views.
In a few cases, the teachers approached the issue informally most of the time 
but complemented it with a more formal written comment from the students. It 
is important to notice that none of the interviewees had a systematic way of 
listening to the student voice. The quotes below show how the teachers 
combine informal and formal ways of listening to the students:
I like having students to write what we call a “one-minute 
paper” after the end of some classes. I ask them to write in 
one line: What was the most important issue discussed
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today? What was the biggest doubt you had? Do you have 
any suggestion on how the class could be different?
After the first few classes, I ask them to write on a piece of 
paper three positive and three negative things about the class
I always try to hear what students have to say during the 
class through informal conversation, but in written form at the 
beginning and the end of the class as well
In one case, although trying to appear receptive to the student voice debate 
and affirming that they do listen to the students, the lecturer demonstrated 
their authoritarian approach to teaching. The following quote demonstrates 
this:
I believe the teacher has the knowledge about the content of 
the subject and the students can’t have a say about that, but I 
ask them if they understand what I’m saying and if they are 
happy with the way the classes go
Another interesting point made by one of the interviewees was about the 
students’ response to the teachers’ listening and acting on the student voice. 
The quote below shows how frustrated the lecturer is with the students’ 
response:
I try to listen to them, but sometimes I wonder if it’s worth... 
we change things, but the students do everything as they 
want
In summary, lecturers tend to listen to the student voice in an informal and 
non-systematic way, i.e., they tell students they are open to discuss any 
issues but do not provide a forum for the student voice to be regularly heard. 
Be it unintentionally or not, some lecturers use their position in the classroom 
to impose their views on issues they feel they are the ones who know best.
7.4.2 Skills
Once the interviewees showed a predisposition to listening to the student 
voice, it was important to understand what kinds of skills the teachers believe 
the students have to have in order to understand the value of their political
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voice and engage in a dialogue about the quality of their education. Lecturers 
were asked to comment on what skills they thought were essential for 
students’ engagement in the quality debate. However, it is important to note 
that most interviewees have gone beyond what the question wanted to extract 
from them and commented on general skills that they believe is important for 
a tourism student and for a tourism professional. In order to get interviewees 
back on track, the interviewer highlighted that the question was aimed at the 
specific issues related to the skills necessary to get engaged in a 
conversation about quality in higher education. The following quotes represent 
a sample of the skills the interviewees highlighted:
Skills? I don’t know... maybe critical ability, knowledge of the 
industry...
They have to have the ability to critically analyse things and 
reflect on their experiences
Culturally, I believe teenagers tend not to read much, 
especially about what is going on in the world, and that is 
important if they are to discuss anything critically
By far, the most commented skill was the ability to critically read, understand, 
speak and write. Some interviewees blame the current situation where a great 
number of students lack those skills on the pre-university level education the 
students had before. The following passages illustrate the views of the 
lecturers:
They sometimes lack the basic abilities to understand things 
and that is a problem caused by their previous education, not 
by the institution
The basic abilities to critically read and understand as well as 
to express themselves in written form are essential to engage 
in a debate about quality in education and they often lack 
these because of the poor basic education they had
Another opinion that emerged from the interviews is that the students have to 
understand the systems and structures that shape up their education 
experiences. The lecturers believe that if the students understand the role of 
each stakeholder (including themselves) they can better criticise the teacher
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and institution and provide suggestions for improvement. A few quotes 
supporting this opinion are presented below:
They have to know what education should be about
They need to understand what is expected from them and 
what to expect from us
Sometimes students don’t take into consideration everything 
that’s involved in giving a class... all the preparation.... 
assessment... the rules we have to follow... those who know
 the structure a bit better are more likely to make proper
complaints and requests
The students should understand the whole structure of the 
university and the different administrative levels
They have to have a clear perception about themselves and 
the society
They have to understand what their role in the university is, 
especially because they are in a public institution and all tax 
payers are paying for their studies. If they can’t understand 
that they are being paid to be there, how can they demand 
anything about the quality of their programme?
The lecturers also commented on the problem that arises from the broadness 
of tourism as a subject area. They believe students are not completely
decided about what they want from their education and indeed from their
career in the future because many of them do not know what studying tourism 
is all about. The quotes below represent the lecturers’ views on this point:
We get students that are not sure if they want to study 
tourism... they come thinking they will travel, have fun...
They need to have a holistic view of the programme and the 
relationship the subjects have with each other
The student has to be interested in the programme... has to 
be mature... has to be frustration-resistant -  and I explain -
they want to get to the top of their career very quickly, they
want to get lots of money without much work, they don’t want 
to study
To sum up, lecturers believe the students should have better critical skills both 
for their degrees and for engaging in a conversation about quality in tourism 
higher education. Such skills should derive from previous education, from a
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better understanding of the structures of the education system and from 
appreciating the complexity of tourism as a subject area and the reality of their 
career prospects.
7.4.3 Attitudes and Dispositions
After discussing the issues of who is allowed to speak, how they are allowed 
to speak and to whom they have the chance to speak to, it was important to 
investigate how the teachers perceive the whole student voice , debate. 
Interviewees were asked to comment on the importance of listening to the 
student voice and how they face students' complaints, compliments, requests, 
comments, etc. All lecturers defended their initial views that listening to the 
student voice is important. Below are some of the reasons they gave:
Listening to the student voice is indispensable, especially 
because we can better identify what their difficulties are
It’s important because it can help assess the quality of the 
lecturer
I believe it is important to have the students’ comments, be it 
through a formal evaluation instrument or an informal 
conversation, because it helps the teacher identify what 
needs to be changed
It’s important because you’re dealing with your public, so it’s 
important to take their viewpoint into consideration
Every time they stop to think in order to voice their views they 
are developing their critical and reflexive abilities, which is 
very important. So, I think it’s essential that we give them this 
opportunity
One lecturer even reinforced their opinion by illustrating it with the account of 
a personal experience as a tourism undergraduate student in the past.
I think it is very important. When I was a tourism student, I 
tried to give suggestions to a teacher of mine and he said he 
was the teacher and that if I was unhappy, I should discuss it 
with the head of programme
170
Second Phase Fieldwork
In some instances, the lecturers highlighted that the idea of listening to the 
student voice unrestrictedly may not be so positive. They feel it is important to 
listen to the student voice, but it is also important to take other factors -  such 
as the other side of the story and the rules and regulations -  into 
consideration. The quotes below show their view:
I think we have to listen... and some of their demands have 
some fundaments... but I try to hear the two sides of the story
It’s important to attend to their requests, but rules, regulations 
and common sense have to come first
It is interesting to notice that the views of those working in private institutions 
were somewhat different from those of lecturers working in public institutions. 
In general, the ones in private institutions were less receptive to the idea of 
attending to the students unrestrictedly, as shown in the following quotes:
As a teacher in a private institution, several issues have to be 
taken into consideration... for example... some students’ 
immaturity... they see the teacher as an employee of theirs 
that has to attend to all of their demands
In private institutions, you commonly see teachers in the 
hands of the students... students think they can do anything 
because they are paying for fees
It is essential to listen to students, especially at a private 
institution, where students are also customers... but, 
sometimes, their interests as customers clash with the aims 
of the programme
In contrast, one lecturer from a public institution highlighted that the student 
voice should be treated more seriously by the institution. In their words:
I believe it is fundamental to hear what students have to say, 
but the institution -  as a public one -  doesn’t always analyse 
the data as it should
On the whole, lecturers are receptive to the idea of the students expressing 
their views in their voices. However, they believe the students cannot be 
heard unrestrictedly, especially those from private institutions.
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7.4.4 Systems
Interviewees were asked to comment on their institution’s approach to 
listening to the student voice. How and “[h]ow often does dialogue and 
encounter in which student voice is centrally important occur?” (Fielding,
2001, p. 105). Are there systems in place at the institution that stimulate
students to voice their views on the quality of their experience?
All institutions have some kind of formal instruments for self-evaluation -  
which, in fact, is a legal requirement in the country. These instruments do not 
necessarily provide a channel for the student voice to be heard, as most are 
quantitative in nature and developed by “experts”, i.e., a group of 
teachers/researchers. Some of the existing systems are described below;
The evaluation takes place through an internet-based 
questionnaire. An internal marketing campaign through 
teachers aims at getting the highest possible number of
students to give their views on several aspects of their
experience
The institutional evaluation takes place with academic and 
non-academic staff and students... It is available on the 
intranet for a week and the institution’s self-evaluation 
commission is responsible for it, from development to 
analysis...
There is a written questionnaire including both objective and 
subject questions [...] it encompasses issues varying from 
infrastructure -  labs, library, etc -  to teachers
The questionnaire is mostly quantitative and tries to 
encompass both the infra-structure aspects and the 
pedagogical issues
Most questions are objective, but, in the end of the 
questionnaire, there is always an open-ended question
Once a year, students take part at the institutional evaluation, 
which is highly quantitative
One lecturer, who happened to be the head of the tourism programme, 
commented on the institutional instrument with a critical tone and highlighted 
that at the programme level things were a bit different;
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The majority of questions in the institutional evaluation are 
closed and there are few open-ended ones, but the 
programme-specific instrument we’re developing at the 
moment is more 50-50
Other interviewees were also critical about the current systems in place at 
their institutions, especially when it came to circulating the results and 
discussing them with the academic staff. The quotes below represent the 
views of two lecturers in this respect:
There is a formal structure in the institution that changes 
almost every year... I don’t even know why... some years 
students are asked to fill in questionnaires... sometimes 
teachers have access to their responses, sometimes not
The institution organises formal evaluations, but sometimes 
the teachers are not even aware of the results
One lecturer went even further in their criticism by using some strong 
language in expressing their frustration with the system. Their view was that 
the students were not concerned with evaluations.
To be fair, I think students don’t give a damn about the
institutional evaluation... that’s my view, I don’t know what
they’ve told you
In some rare cases, students are given the chance to express their views in 
their own words, as the quotes below show:
Teachers’ evaluation is made through qualitative 
questionnaires at the beginning and the end of the academic 
semester
A nice thing is the “Talk to the Vice Chancellor” section on the 
institution’s website, where the students can send their views 
on any issue they want
In general, there are institutional instruments that allow the students to offer
their views on both academic and non-academic issues. However, in some
cases the systems are a mere response to legal requirements. It is clear how 
little attention is devoted to the results of the evaluations and how little the 
students know about them when even the teachers are not aware of what is 
made of them.
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7.4.5 Organisational Culture
Following Fielding’s (2001) views that in order to really listen to and act on the 
students’ voice the institution has not only to share the responsibilities but 
also the achievements with students, interviewees were asked to discuss how 
their institution deals with the sharing of their achievements. According to the 
teachers, all institutions have some kind of instrument for communicating their 
achievements. However, these are generally limited to communication tools 
for the promotion of the institution among the general public not a specific 
instrument/system for sharing the achievement with the students as 
stakeholders of the organisation. The following quotes illustrate how the 
institutions currently promote their achievements:
All institutional achievements are advertised by the 
communications’ sector in the format of a newsletter, which is 
accessible to all students. Besides that, there is a one minute 
news bulletin that is aired on TV that promotes the 
institution’s achievements
The institution’s achievements are promulgated among 
members of the academic community, including the students, 
but I think it could receive a greater attention
There is a tradition of communicating the achievements... for 
example... an increase in the number of students, number of 
awards... these are always publicised through the institution’s 
newsletter
Some interviewees were critical about how their institutions approached such 
important issue. In their view, institutions should be more concerned with 
sharing achievement directly with the students. The quotes below illustrate 
this view:
We often hear students saying that a friend from another 
institution commented on something our institution offers and 
our students aren’t aware... there should be a stronger 
internal marketing
Students are only informed about achievements in some 
cases, there’s no systematic way of doing that
We try [to share achievements]... to be fair. I’m not sure we’re 
successful though
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I think we try our best to share the achievements with them...
Some colleagues and I try to show the achievements of a 
student to the others... if a student is successful in the work 
placement in a big company or somewhere out of the state or 
the country, I think we have to share that with the others
In the lecturers’ views, most of the time, their institutions fail in sharing their 
achievements with the students, which is an important part of the whole 
listening to the student voice debate. Students have to feel that they are an 
important piece for the institutional achievements in order to understand the 
importance of their voice within the institution.
7.4.6 Spaces and the Making of Meaning
The next point of discussion was how the teachers and their institutions 
interpreted the voices collected through their formal and informal systems. 
Interviewees were asked to explain how they made sense of what the 
students said and how their institutions interpreted the data collected in the 
evaluations. Speaking of how they distinguish between comments and 
criticism that are pertinent and should receive some attention and thought by 
them, the lecturers seem to use their experience and the extent to which they 
know the student voicing their views.
It’s hard to know what is pertinent and what isn’t, but I try to 
take into consideration the student’s academic history as a 
basis for listening to what they are saying
I hear what they have to say and try to compare to what takes 
place in the classroom through observation
Throughout the years, I learned to first listen to what they say, 
then confirm what I understood and finally try to find out if that 
was what they really wanted to say... because sometimes 
they say one thing meaning another
I take into consideration the student’s academic history, their 
posture in the classroom, the programme’s objectives and the 
context where the comments are made [to distinguish what is 
pertinent from what isn’t]
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It’s a day-by-day thing, so we know the way they speak, the 
way they look... these subjective things... posture, gesture... 
this emotional side and the everyday things
Your experience as a teacher helps you have this feeling to 
understand what they say
It is interesting to note that some lecturers are not aware of what listening to 
the student voice really means, as they use their own point of view to 
establish what they think deserves to be considered. Using their experience 
and knowledge of the students to analyse the students’ views is one thing, but 
filtering their voice based on the teacher’s own framework is something else. 
In this respect, the word ‘filter’ in the following quotes seems crucial:
Obviously, we sometimes have to filter what they say... there 
are things we can’t change. But when it can be changed, we 
try...
I filter what they say based on what I already know about 
them
When it comes to the institution’s approach to interpreting the data from their 
self-evaluation instruments, most lecturers are unaware of how the process 
takes place. As one interviewee puts it:
I know they are taking the students’ views very seriously at an 
institutional level, but how they do it I don’t know
In a national education system dominated by statistics, it was not surprising to 
know that the institutions tend to run statistical tests with the data collected 
through the questionnaires and present the results to the staff without a major 
interpretation of what the statistical results mean. This can be noticed in the 
following quotes:
At an institutional level, the students choose a grade in a 
scale and afterwards descriptive statistics are run and the 
results forwarded to the head of programme, who discusses 
them with teachers
The results from the closed questions in the questionnaire are 
presented in graphs and the teacher’s evaluation is offered to 
each teacher
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At one institution, an important step is being taken to try to incorporate the 
student voice to the whole quality assurance debate even further by 
discussing the preliminary results with students. Another institution created a 
students’ commission to improve the instrument.
After the data from the [Institutional evaluation] questionnaire 
are analysed, a teacher presents the results to the students in 
order to validate their views
The institution has noticed that some of the questions in the 
questionnaire do not offer the students the opportunity to 
really evaluate the institution. For that reason, they have 
created a students’ commission to evaluate the questionnaire 
and suggest amendments
Making sense of what students have to say seems a big challenge for both 
lecturers and institutions. For teachers, it is hard because there is no 
systematic way of listening to the student voice and this often takes place in 
an informal way. For institutions, on the other hand, it is easier to run 
descriptive statistics rather than to make a deeper analysis of the student 
voice, as their systems concentrate on quantitative measures. When they 
have more open-ended questions and/or instruments, the lecturers and 
students do not have access to the results, which makes one believe these 
are, in most cases, simply discharged.
7.4.7 Action
One of the most important parts of the interviews was the one that dealt with 
actions based on the student voice, especially because although there are 
legal requirements forcing institutions to have systems in place to hear what 
students have to say, there is no legal requirement to act on those voices. At 
first, lecturers were asked to explain what was made of the student voice in 
their classes and at an institutional level. Then, they were asked to provide 
possible examples of changes that took place based on what students had to 
say. Finally, they were asked if the link between changes and what the 
students had to say was showed to students.
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One example of what is made of the students’ voices was given by a lecturer 
who commented on how the Pro-Vice Chancellor of their institution dealt with 
the student voice in a first instance.
In a staff meeting, the Pro-Vice Chancellor mentioned that a 
student that had sent a message was invited to give more 
detailed information, so that actions could be taken
Several examples of changes that took place at the institutional/programme 
level were provided. Some are illustrated by the quotes bellow;
Based on the institutional evaluation, changes have 
happened to the infra-structure, to events... new projects 
were developed... the quality of service provided to students 
and parents was improved... that is to say that, whenever 
possible, students’ requests are heard and acted on
In relation to the infrastructure, everything the students 
complained about the institution tried to solve the problem as 
soon as possible
We had a selection process for volunteers for specific 
community projects and a student criticised the process and 
we noticed it really wasn’t the best way of selecting students 
and changed that
One of the groups wanted to organise an event as part of 
their assessment in the events subject, but they didn’t have 
the knowledge about cost management, marketing, etc at the 
time to host a conference or something like that, so they 
didn’t organise it. They complained a lot about it and now, a 
year later, they have the skills to do it and we are planning an 
event for the end of the semester
A group on F&B management came to us saying that the 
management issues were being treated too conceptually and 
that they wanted a more practical approach. We changed the 
content of the programme to include issues on 
entrepreneurship and other tools
Similarly, teachers were able to provide examples of how they made changes 
to their classes based on what the students had to say. A sample of the 
examples is provided bellow:
One thing that I have changed based on what students had to 
say about my subject was in relation to assessment. I now 
have far less written exams than before
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I used too many PowerPoint slides and the group 
complained. I changed that and told them that it was a 
request of theirs
When I return their exams, I ask them to single out the points 
where they think the assessment was not fair and talk to them 
afterwards... eventually, I make changes to the marks if they 
can convince me
When it came to letting students know that their voice was heard in a 
particular case and that action was taken there was a difference in responses 
between what the lecturers themselves do and what their institutions do. In 
regards to the institutional feedback to the student voice, most lecturers were 
critical and made the following comments:
There’s no attention to feeding back students with what 
actions took place based on their views... this could be better
The institution, as a public one, is not much business 
oriented... they are not very worried about showing students 
the changes that have happened
The institution doesn’t give students any feedback on actions.
For instance, the students complained about the number of 
books in the library, the institution purchased more books and 
put them in the library. Students noticed that, but weren’t 
informed about it
However, some interviewees thought their institution was making some 
progress in this respect and that the involvement of the students with the 
institutional evaluation was growing. This view is illustrated in the following 
quotes:
The increasing number of people taking part in the 
institutional evaluation, I think, can be attributed to the fact 
that students see change happening after they voice their 
views
At the departmental level, we try to respond to the students in 
the plenary meetings, where the complaints were first put to 
us
When actions are taken, the director reports to the plenary 
meeting, where student reps are present. As such, they are 
aware of the actions taken in response to their requests
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In relation to the lecturers’ own feedback to the students when change takes 
place, most reported to let students know about what actions were taken and 
why -  as the quotes bellow demonstrate:
The students are not always aware that changes have 
happened, but I try to show them what has changed and why 
it’s changed
In my class, when students make a complaint and I feel it 
deserves an action, I try to tell them what I have done in 
response to their requests
As soon as I identify a problem and a solution to that problem,
I try to let them know that their voice was heard and the 
problem solved
Although action is said to be taken in response to what students have to say, 
most institutions fail to show the students that their voice is being heard and 
acted on. This is a missed opportunity, as the students could become more 
involved with the evaluation process if they felt they are an important element 
to the institution’s success. Lecturers say they act on the student voice -  after 
they have listened and interpreted it, as described in the previous sections -  
and show them how their voice triggered the changes.
7.4.8 Institution Specific
After going through all the major issues related to the student voice debate, 
interviewees were asked to comment on the views of their students about 
specific issues. It is important to highlight that students were not asked to 
comment on their current experience at the institution but on what they 
believed was essential for a good-quality tourism education to take place. 
However, their views were obviously based on their experience. The main 
purpose of this section of the interviews was to present what students had to 
say about quality in tourism higher education to lecturers and verify how they 
would respond to it. In order to do so, teachers were informed that the section 
was related to the views of the students from their institutions only and that 
the two main issues that emerged from the focus group interviews would be
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presented. Hence, the two most frequently, extensively and strongly 
discussed items were presented to the lecturers; their responses to those 
voices were gathered and are presented here. This section provides the 
results from each institution separately.
7.4.8.1 Institution 1 -  Infrastructure and Teachers
Institution 1 is a private university located in the northeast of Brazil. At the 
time of the data collection it was struggling to keep the number of students up 
in its tourism programme because of the increased competition from the new 
institutions created after the opening of the education system to private 
investors. It has now stopped the selection of new students and decided to 
deactivate the undergraduate tourism programme, while concentrating on 
postgraduate programmes and contemplating the possibility of offering 
vocational ones.
The interviews took approximately 18 and 27 minutes’*. The first interview was 
the shortest of all ten interviews. The main reason was that the interviewee 
did not seem to feel comfortable talking about all the issues because of the 
current difficult situation of the institution within the competitive education 
market. The two issues presented to the interviewees were the infrastructure 
and teachers. In relation to the first, the students had mentioned that in order 
for high-quality tourism education to take place, there had to be an adequate 
infrastructure. They particularly mentioned the standard of the classrooms and 
the existence of labs. Both lecturers agreed, as the comments below 
demonstrate:
I completely agree with the students about the need for an 
appropriate infra-structure for a tourism programme. In fact, 
we've been fighting with the institution’s central administration 
for improvements
 ^ The times presented in this section do not refer to the total time of the interviews, but the 
time after the warm-up questions and before the ‘thank yous’ and ‘goodbyes’.
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I agree 100% with them that the infrastructure is key to the 
success of a tourism programme
In relation to the teachers, the students had a view that the teachers had to 
keep students motivated and that they needed to be capable of discussing the 
situation of the industry as a whole. One of the interviewees agreed with both 
claims, as shown in the following quotes:
Because of the limited opportunities students have in the 
industry nowadays, it is really important that teachers keep 
them motivated, by providing relevant information about 
piacement opportunities and stimulating a constant search for 
information about the iocal companies
To be a tourism lecturer, you need to have a macro 
perspective of the activity and use this approach in class
The other lecturer, however, thought the argument about motivation was not 
appropriate. In their words:
I disagree with them... I think nobody motives anybody. The 
teachers have to create an environment where the students 
can motivate themselves. But they demand that the teachers 
motivate them all the time
Finally, the interviewees were presented with the views of the student in 
regards to teaching style. Their opinion was that classes had to be practical all 
the time, making them more interesting for the students. The lecturers did not 
agree with this view, as one teacher put it:
Students have to understand that some subjects are more 
theoretical while others are more practical and the teachers 
have to reflect that
7.4.8.2 Institution 2 -  Teachers and Curriculum
Institution 2 is a private integrated faculty in the northeast of the country. 
Having initiated its activities in the late 1990’s, it is one of the relative 
newcomers to the offering of tourism education in Brazil. Its business 
approach to education is paying dividends, as the institution has been growing
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since its opening. It is currently one of the main providers of tourism education 
in the city v/here it is located.
The interviews took approximately 39 and 26 minutes and issues related to 
teachers and the curriculum were the focus of the institution-specific 
questions. Regarding teachers, the students had mentioned that classes 
should be less didactic, using varied teaching methods. They also commented 
the teachers’ first degree influenced on how the classes were given. Overall, 
the lecturers presented a very defensive approach to such criticisms. The 
quotes below show how they tried to defend the teachers’ perspective on 
these issues;
Tourism students generally expect classes to be as dynamic 
as the tourism industry... they see a too didactic class as 
something completely disconnected from reality
Sometimes the teacher has to give classes at several 
institutions to make a living. That takes the time of preparing 
classes, which explains why there aren’t many alternative 
methods being used and why students complain about 
outdated materials and uninterested teachers
In private education, most students have a very low level and 
there is generally a mediocrity pact, where teachers have to 
lower the level of the classes to get the interest of the 
majority... students often “hate” teachers with a doctorate 
because they demand more critical thinking
In relation to the curriculum, the students’ main comments were based on 
their experience with basic cycles, where students from different programmes 
attend the same class. The two interviewees agreed with the students and 
one of them took the opportunity to criticise the institution and to defend the 
teachers again by saying;
The fact that the institution puts students from different areas 
together in some subjects makes it difficult for the teacher to 
give a tourism-oriented lecture
They both commented on the fact that it is difficult for the institution to offer 
many elective subjects that may interest only a few students each. In their 
words:
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We’ve been trying to offer more elective subjects to attend to 
the students’ demands, but it is difficult to have many small 
groups in a private institution... from next semester, we’ll offer 
elective subjects that can be of interest to all students in the 
school of management, not only tourism and hotel 
management ones
It’s not feasible to have groups with five students. That’s why 
the institutions only offer few optional subjects, to concentrate 
the students in larger groups
7.4.8.3 Institution 3 -  Curricuium and Teachers
Institution 3 is a public university in the south of the country. It has a long 
tradition in the offering of tourism education and a few of the most prominent 
tourism researchers in Brazil are based there. As is the case in most Brazilian 
public institutions, where students do not have to pay for any fees, this 
university still attracts a large number of prospective students, which allows 
them to have a proper selection process, where only the best are offered a 
place.
The interviews took approximately 39 and 30 minutes. The two topics 
discussed with the interviewees were those related to the curriculum and to 
teachers. In relation to the curriculum, the students had commented on the 
importance of the link between theory and practice and of having an 
interdisciplinary approach within the programme. The lecturers agreed with 
those claims, but believed the students do not perceive that their institution 
takes both points into consideration. In the words of the interviewees:
The link between theory and practice is very strong in our 
curriculum. All subjects have a third of the hours dedicated to 
practical activities. However, sometimes the student isn’t 
aware of what can be counted as practical. Some of them 
expect to learn technical skills that are not part of a university- 
level curriculum in tourism
In relation to the interdisciplinary approach, I think our 
institution was a pioneer in Brazil as we hired teachers with a 
first degree in tourism to give classes in more general- 
knowledge subjects
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One of them still believes more could be done in relation to the 
interdisciplinary debate, especially when it comes to theoretical discussions 
including more than one subject. The quote below illustrates this view:
It is important to make them understand how the subjects are 
linked, not only during practical activities -  like field trips -  but 
in theoretical debates in the classroom... we are devoid of 
this approach, I believe
In relation to the teaching staff, the lecturers mentioned the difficulties caused 
by the bureaucracy of the Brazilian education system, which, up to the 
moment of the interviews, did not give public institutions the autonomy to hire 
teachers without previous consent from the education ministry. As one of the 
lecturers is the current head of programme and the other have held the same 
position in the past, they could comment on the strategies to overcome this 
problem. As one of them described:
We tried to increase the number of tourism-specific subjects, 
so that we would have more teachers with a tourism 
background to teach them
Once again, they mentioned the peculiarities of being a public institution and 
how that influenced on the composition of the academic staff of the 
programme.
Overall, the number of permanent staff is increasing, but in a 
public institution our rights are different from those in a private 
institution... for instance, we can have leave to complete 
postgraduate studies
The autonomy teachers have in public institutions makes it 
hard for the head of programme to suggest changes in the 
teaching methods, even if students aren’t happy about it
At one moment of the interview, one of the lecturers became a bit defensive 
about the students’ complaints about teachers. The two quotes below were 
extracted from this passage:
First-year students get to the university expecting the classes 
to have a similar style to those they had in pre-university
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education, where the teacher becomes an entertainer trying 
to make students memorise things for the vestibulat^
The students, sometimes, don’t understand the teachers don’t 
have access to multimedia equipment all the time... they can’t 
give classes using PowerPoint presentations all the time 
because the institution doesn’t have the equipment for that
The other interviewee also justified the teaching styles. In their opinion, 
teachers cannot always please students when it comes to dynamic and 
entertaining classes, as the teaching style may depend on the content and 
nature of the subject. In their words:
Some subjects are more theory-based than others and the 
dynamics of the ciasses will depend on that
7.4.8A Institution 4 -  Teachers and Students
Institution 4’s programme was established in the last few years in a new 
campus of an existing university. It is a public university in the southeast of 
Brazil and attracts large numbers of prospective students, even if the new 
campus is still starting to be known to the general public.
The interviews took approximately 36 and 45 minutes. The two main topics 
discussed with the lecturers were teachers and students. In relation to the 
teachers, their academic background had been mentioned as important by the 
students. They believed it was positive to have classes with someone who 
comes from another background other than tourism, so that they can learn 
from a different perspective. However, they commented on the need for 
teachers to be either familiar with, involved with or interested in tourism. In 
this regard, the lecturers agreed and commented the following:
I agree that a tourism programme should have teachers from 
several fields of study
 ^ Name given to the formal examination process most students have to go through to get to 
higher education in Brazil.
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I partially agree with them that the teaching staff should come 
from different backgrounds, but, for some specific subjects, 
there should be a teacher with a degree in tourism, with a 
degree in hotel management, with a degree in leisure...
Another point mentioned by the students in relation to the teachers was that 
they should have a good knowledge of the tourism industry in order to teach 
tourism. One of the interviewees agreed with the claim and made a self- 
criticism:
Of course the teacher should have a practical view of the 
industry! We teachers sometimes tend to concentrate too 
much on theory and forget about the practical world
The other lecturer, on the other hand, disagreed with this view. In their words:
In relation to the knowledge of the industry, I understand their 
view, but I believe that a theorist without experience on the 
industry can be a very good teacher
It is interesting to point out that the teacher who agreed with the students did 
not have much practical experience whereas the one who disagreed did very 
much so. That may be the reason for the self criticism from the first.
When presented with the students’ views on other students, the lecturers 
agreed that most students were immature and that they influenced the quality 
of the experience of the ones who are more focused and determined. 
However, they both disagreed that this situation was exclusive to tourism 
programmes, in their words:
Although there are some immature students, it is not only in 
tourism programmes. When a student seeks a programme of 
study in a very specific area, they might be more focused, but 
marketing, leisure and tourism are too broad
In Brazil, in all public institutions, there is the immaturity 
problem. If you see the most traditional law schools in the 
country, for instance, there will be 17-year old students.
They’ve been trained in a secondary education level to pass 
the university-entry exams. They are very prepared for that, 
but not to critically analyse things
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The final comment put forward to the lecturers was regarding the selection 
process to get into a tourism programme. Some of the students believed it 
was easier to get into a tourism programme than in others, but the lecturers 
disagreed with them. As one of them put;
It’s not true... it’s not true that it is easier to be accepted in a 
tourism programme than in others.
7.4.8.5 Institution 5 -  Teachers and Curriculum
Institution 5 is part of a nationwide network of institutions. The one that took 
part in this study is a private university centre located in the southeast of 
Brazil. It has a very long tradition, especially in vocational education. In recent 
years, it has started to invest in tertiary education and has become a major 
player in this arena.
The interviews took approximately 32 and 25 minutes and the issues related 
to the teachers and to the curriculum were their main focus. It is important to 
note that one of the lecturers was only teaching at the postgraduate level and 
preferred not to make comments on the specific issues presented by the 
undergraduate students. As a result, the analysis here is limited to the views 
of one lecturer only.
Overall, the interviewee agreed with the students’ views on both topics. In 
their words:
I understand all of their worries and I think they are right
In relation to teachers, the students had commented on how some lacked 
pedagogical knowledge. The lecturer was in agreement but commented that 
was not a reason for condemning or firing such a teacher, as pedagogical 
knowledge can be learned. As the interviewee put it:
It really is a problem that, sometimes, a teacher has the 
knowledge of the content of the subject but no pedagogic 
knowledge, although this can always be learned
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Another point of agreement was in relation to the teacher/student interaction, 
deemed very important by the students. The lecturer even gave an example 
of how things went bad in the institution in one particular case, as the quote 
below indicates:
We had a specific case of a teacher who didn’t like teaching 
undergraduates and that created a barrier between him and 
the students. I agree with them that it can’t work well this way
The interviewee was also in agreement with the students when the topic 
changed to the curriculum. Once again, the lecturer gave an example, this 
time of action taken based on the student voice:
Their complaint about the mixed groups of students within 
one class was so valid that the institution decided to change 
it. We still have mixed groups of students, but from similar 
areas -  such as tourism, gastronomy, hotel management, 
leisure...
Finally, the lecturer was presented to the views of the students about the 
interdisciplinary approach taken by the institution. The interviewee agreed 
with them that it is an important asset of their programme and highlighted how 
difficult it is for teachers and students alike. In their words:
An interdisciplinary assessment is challenging for us as 
teachers and for them, but it’s worth it
7.5 CONCLUSION
This chapter presented the results of the telephone interviews conducted with 
ten Brazilian tourism lecturers from the same institutions where the initial 
empirical work took place. The main focus of the interviews was on the overall 
debate about the student voice on quality. However, some of the views 
offered by the students in the first phase of data collection were also 
presented to the interviewees, in order to identify any major points of 
agreement or otherwise, in general, teachers demonstrated a positive attitude 
towards the student voice debate. They believed it is important to allow 
students to voice their views on matters related to the classes, to the
189
Second Phase Fieldwork
programme and to the institution. However, some showed little awareness of 
what listening to the student voice really means. These teachers seemed to 
use their position in the classroom to listen to what they feel is important, not 
what the students really have to say. Although there are formal systems for 
listening to the students’ opinion in all institutions investigated, most are highly 
structured and quantitative, giving little chance to the students to express 
what they feel is important in their own voice. Teachers, on the other hand, 
did not have a systematic way of listening to the students, but when they did 
so they did it informally, allowing students to voice their views much better 
than through the formal avenues. A few examples of actions taken by the 
teachers and/or their institutions based on the student voice were presented.
Finally, the analysis presented the lecturers’ views on what students had to 
say about specific issues. Although they agreed with most of what the 
students had to say, there were some issues where their views were 
contradictory. For instance, students’ negative views on the basic cycles were 
not only acknowledged but reinforced by teachers. On the other hand, 
students’ opinions that the classes should be less didactic, more dynamic and 
more practical all the time were refuted by the lecturers, who believe that the 
nature of some subjects demand a more theoretical approach.
Following this final phase of fieldwork, a discussion of the results obtained in 
both phases leading to a critique of quality management in tourism higher 
education in Brazil is presented as are the final conclusions of this thesis.
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CHAPTER 8 -  DISCUSSION OF THE RESULTS
8.1 INTRODUCTION
This chapter presents a discussion of the results of both phases of fieldwork 
in the light of the literature review conducted in the initial chapters of this 
thesis. Hence, the voices of Brazilian students on the quality of tourism higher 
education and their lecturers' standpoint on the subject and reactions to those 
voices are presented in the context of the current quality debate in higher 
education, of the key challenges to tourism higher education in Brazil and of 
the literature on the student voice among that of other stakeholders. It is 
followed by the final conclusions that emerged from this thesis.
8.2 BRAZILIAN STUDENTS’ VOICES ON QUALITY IN TOURISM HIGHER 
EDUCATION
The student voice on quality in tourism higher education in Brazil is presented 
taking into account the literature on the topic. To start with, the voices of the 
students on the issues related to the main dimensions of quality, as presented 
in the literature (Airey and Tribe, 2005), is offered. Table 8.1 shows what 
students had to say about teaching and learning, assessment, curriculum, 
resources and progression.
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Table 8.1 Brazilian Students' Voices on the Main Dimensions of Quality In Tourism 
Higher Education
Main
Dimensions Students’ voices
Teaching 
and learning
Teaching has to be carried out by lecturers that have the necessary ability, 
interest and knowledge to teach tourism. Lecturers should interact with 
students positively and guide them throughout their experiences at the tertiary- 
level education. Student-student interaction is also deemed to be very 
important for a positive learning experience. Teachers should be updated with 
the developments in tourism and able to discuss the situation of the industry 
as a whole, using supporting materials and teaching methods that help 
students learn theory and practice. The fact that most students are immature 
has also an impact on how the learning processes take place, both for the less 
experienced ones and for the more mature ones. The fact that the 
requirements for new entrants are very low, according to current students, 
results in an undesirable profile of tourism students, i.e., unmotivated, 
uninterested and inactive students.
Assessment
Feedback on the assessment is key to the development of students. They 
have to be aware on what needs to be approached differently in future 
assessment exercises in order to improve the quality of their coursework and 
answers to questions in exams. Diverse forms of assessment need to be used 
to promote a fairer appraisal of students’ academic production -  be it in the 
format of text production, presentations, exams, etc. Although such types of 
assessment need to be demanding they should not be over demanding just to 
demonstrate the authority of lecturers over students.
Curriculum
The major criticism to the current curriculum is the use of basic cycles in a few 
institutions. Students see this approach as very negative for many reasons. 
Students are also concerned with how institutions deal with the balance 
between theory and practice as well as with the balance between a generalist 
and a specific approach to tourism education. The need for an interdisciplinary 
approach to tourism education seems to be an unanimity among institutions, 
educators and students. However, the implementation of this approach is 
often deemed ineffective by students. The length of programmes and how 
subjects are distributed across the years are also considered important 
aspects of the curriculum. The inclusion of an array of elective subjects to 
choose from is regarded as significant too.
Resources
Institutions are either criticised for the lack of investment on resources or 
praised for the high level of investments. The larger private institutions devote 
a lot of attention -  and money -  to this issue while the smaller private 
institutions as well as the public ones do not. Financial support for students to 
attend conferences, plan and execute field trips, among other things is 
deemed important and is commonplace in some institutions and, at best, rare 
in others. The most frequently discussed issue about resources was the 
infrastructure and catalogue of libraries. Students believe publications (books, 
journals, magazines, CDs, DVDs, etc.) are essential learning resources that 
need to be updated and increased in numbers constantly.
Progression
The almost universally held perception that there is a lack of good 
opportunities for graduates in the industry is acknowledged by students. 
However, they see work placements as a way of opening the doors for a 
successful career in tourism. They believe institutions should help them by 
providing more opportunities through partnerships with private and public 
institutions. A concern of the students is that the industry still does not 
recognise the importance of tourism graduates.
The following sections present a summary of the students' voices on the main 
dimensions of quality in tourism higher education in Brazil in more details.
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8.2.1 Teaching and learning
Teachers were considered the single most important factor on the quality of 
tourism education. Not only was their knowledge of tourism-specific contents 
deemed important but also their pedagogical knowledge, i.e., the necessary 
skills and abilities to teach tourism successfully. If tourism knowledge was 
neither part of their academic formation nor they have professional experience 
in tourism, they should, at least, be interested in the tourism activity and look 
for information in order to contextualise their classes. This importance the 
lecturer has to the students is corroborated by other authors -  such as Hill et 
al. (2003). These authors identified four themes in relation to what students 
perceived to be quality education and the most important one, in the student 
groups' views was ‘quality of the lecturer’. Fielding (2001, p. 108) also 
comments on the importance of teachers to the education process. In his 
words:
Teachers cannot create new roles and realities without the 
support and encouragement of their students: students 
cannot construct more imaginative and fulfilling realities of 
learning without a reciprocal engagement with their teachers.
We need each other to be and become ourselves, to be and 
become both learners and teachers of each other together.
The quote above should also be considered in relation to another vital issue 
for the quality of teaching and learning experiences -  the teacher-student 
interaction. It should be considered carefully by lecturers. Finding the right 
balance between being a demanding teacher and an easygoing colleague of 
the students is a big challenge that needs to be overcome if the student- 
teacher relation is to have a positive impact on the quality of the student 
experience. Students believe that the teachers' role should not be limited to 
lecturing; they should also act as mentors to them -  as students are not as 
familiar with the environment of a higher education system as lecturers are. 
Similar findings can be identified in the work of Hill et al. (2003), which 
presents a sub-category called ‘relationship with students in the classroom’ 
within the ‘quality of the lecturer’ theme identified in the students’ voices. The
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research conducted by Wickens, et al. (2006) also corroborates the results 
found in the empirical stages of this thesis.
The interaction among the students themselves is also extremely important 
for the learning experiences. As students tend to rely on their peers for 
personal and academic advices, they have to have a good relationship with 
each other. This view is also shared by the students who took part in the work 
of Wickens et al. (2006). There is, however, a negative impact that may arise 
from the student-student interaction. Whenever there is a problematic 
relationship among students, there are clashes that interfere on the quality of 
their education. Students believe that when undergraduates from other 
programmes have classes with tourism scholars, there tends to be a conflict 
because tourism is not seen as a serious subject area by most of the other 
students. This is a novel finding that is not present in the existing literature 
that emerged from the empirical work conducted with tourism undergraduates 
in Brazil.
Returning to the teachers, students feel that they should be updated and able 
to discuss most aspects of the industry with students. The current 
developments in the tourism industry as well as its complexity should not be 
an obstacle for teachers with an academic background other than tourism. 
According to the students, all teachers should use a variety of supporting 
materials and teaching methods, especially to achieve the aim of linking 
theory and practice.
The immaturity of some students also impacts on the quality of the learning 
processes. Students think that those that are less mature do not understand 
the importance of studying tourism at the tertiary level, paying little or no 
attention to teachers and disturbing the conduction of the classes, whereas 
those that are more mature have their learning experiences disrupted by the 
others. Some students are not only immature but also unmotivated, 
uninterested and passive. This view is similar to those collected by Hill et al. 
(2003, p. 17), where one of the participants commented that it is important to 
have “[ojther students motivated to be on the course and achieve”. Brazilian
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tourism undergraduates feel that the current selection processes at 
institutions are not rigid enough. Instead, the entry requirements have been 
relaxed, making tourism an easy option for those who want to have a higher 
education degree but are not decided yet on what area to study.
8.2.2 Assessment
Students feel that lecturers should provide feedback on all kinds of 
assessments, so that it is possible to identify what mistakes were made and 
how to avoid them in the future. They also believe that the use of different 
ways of assessment could make teachers’ judgments of students’ academic 
development fairer, as no particular form of appraisal would be prioritised -  
favouring a student that prefers such form of assessment and hindering those 
who do not. Once again, the voices of the Brazilian tourism undergraduates 
were similar to those collected in other studies (e.g. Hill et al., 2003; Wickens 
et al., 2006; etc.).
Another important issue that the students identified was that some lecturers 
use assessments as a way of imposing their authority over students, 
especially in the public institutions where there is no institutional pressure to 
attend the students’ claims and no concerns about the number of students in 
the programmes. In doing so, lecturers fail to assess the students’ 
development. Instead, they try to enforce their position of authority as 
lecturers in the teacher-student relation. Assessments need to be demanding, 
but not over demanding for teachers’ power to be exercised through it. This 
view is aligned with what is in the assessment literature. According to Fleming 
(1999, cited by Becket, 2005), there are several potential sources of bias, 
which may have either a positive or a negative impact on the students’ marks. 
Among those sources are the teachers’ perceptions of the students’ personal 
aspects and previous marked work.
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8.2.3 Curriculum
Students did not comment as much on the curriculum as on other issues, 
such as teachers and other students. However, some of them had very strong 
points to make about how their institutions organised the curriculum in basic 
cycles, where the students in the first year of their programme -  at least -  
have classes along with students from other programmes. The major criticism 
from these students is that the other programmes, sometimes, are as diverse 
form tourism as foreign commerce and, as a consequence, lecturers are not 
specialised in tourism and the other students, who often do not know what 
tourism higher education is about, do not acknowledge tourism as a serious 
subject area at the tertiary level. As such, there is a lack of respect for tourism 
students.
The balance between theory and practice was a point of concern for students 
from all institutions where the research was conducted. They feel that the 
curriculum has to be theoretically sound without compromising the practical 
side of studying tourism, with the existence of lab activities and classes 
outside the classroom considered in the curriculum. Another issue that 
worries students is the way institutions struggle to reach the right balance 
between a generalist and a specific approach in the curriculum. They believe 
a tourism curriculum has to give a good general knowledge base. However, it 
should not be a repetition of what was studied in secondary schools, even 
though some students do not have the sound basis they should have. Similar 
opinions are expressed by tourism education researchers (e.g. Tribe, 2001; 
Shigunov Neto & Maciel, 2002; Mota, 2003; etc.)
Even more important than the balance between theory and practice, and 
between specific and generalist content, is the adoption of an interdisciplinary 
approach throughout the students' experiences in a tourism programme. 
Students believe that although an interdisciplinary approach is more 
demanding for them and for their teachers, it is highly positive for their 
learning experiences -  as they have the chance to understand how the
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content of a subject is related to the content of another subject and, 
especially, to the tourism industry. The participants feel that although most 
institutions and lecturers talk about the importance of adopting an 
interdisciplinary approach, they often fail to do so.
The length of tourism programmes in higher education and how subjects are 
distributed in the curriculum were also a point of concern for students. The 
ones in three-year programmes consider four-year programmes to be more 
comprehensive, as they offer a higher number and variety of subjects. The 
distribution of subjects in each year of study was also deemed very important, 
as some subjects that should be the basis for others are not always in the first 
years of programmes for several reasons -  the main one being the already 
criticised use of basic cycles.
Students also feel that more elective subjects should be offered, so that they 
could actually choose the ones that interest them most. Currently, they have 
the same number of options as elective subjects on the curriculum, meaning 
they cannot make any choice at all. In such scenario, selective subjects 
become, in reality, compulsory ones.
8.2.4 Resources
The focus group interviews produced a very interesting result in relation to 
resources. While the students in the larger private institutions pay tribute to 
the high level of investments made by the directors, vice-chancellors, etc., 
those in smaller private and public institutions made criticisms for the lack of 
investment on resources. Students also commented on the level of financial 
support given by the institutions for them to attend conferences. Once again, 
the guidelines of the private institutions differed from those of public ones. 
While the former directed their efforts at providing students with all the 
possible resources available, the latter did not even consider helping students 
financially. A similar situation arises when it comes to plan and execute field 
trips.
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Students highlighted that the infrastructure and catalogue of libraries were 
fundamental to the quality of their learning experiences. Regarding the 
infrastructure, students commented on the size and technology available to 
them at the libraries. When it comes to the catalogue, academic books, 
journals, specialised magazines, CDs, DVDs, among other materials, were 
considered the most important resources an institution can offer their 
students. As such, they need to be updated and expanded at all times.
8.2.5 Progression
Students believe that there is a lack of vacancies that are adequate for a 
tourism graduate. That, they argue, is caused by the fact that the industry 
does not know what a tourism programme of higher education is about. 
Tourism businesses are more open to professionals coming from vocational 
programmes, where technical knowledge is the focus. Although students from 
higher education institutions have a higher understanding of the industry and 
its components, they do not have the chance to show their potential. Hence, 
students perceive work placement as a potential solution for this problem, as 
it can help open the doors for a career in tourism. It is important to note that 
the literature on tourism employment (e.g. Choy, 1995; McKercher et al., 
1995) suggests an opposing situation. Although the perceptions are that 
tourism employment is difficult to find at a higher level and that they do not 
pay well, students have successfully found good positions both in the tourism 
industry and in other areas. As there is no specific relevant literature on the 
topic regarding the Brazilian context, students’ perceptions may or may not be 
correct.
In order to help students achieve their professional goals, they believe their 
institutions should provide chances by making partnerships with private 
enterprises and the public administration. By doing so, students think that the 
institutions would aid students in getting a first opportunity to get into the 
industry as well as help change the wrong perceptions about tourism 
graduates.
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8.3 STUDENTS' VOICES ON THE KEY CHALLENGES OF TOURISM 
HIGHER EDUCATION IN BRAZIL
Students also commented on the key challenges to tourism higher education 
in Brazil. In Table 8.2, these challenges were identified in the literature review 
and the voices of the students are presented along with what the existing 
literature says about the issues.
Table 8.2 Brazilian Students' Voices on the Key Challenges of Tourism Higher 
Education in the Country In the Light of the Existing Literature
Key
challenges What the literature says The student voice
Liberalisation 
of higher 
education
The opening of higher education 
provision to private institutions, 
stimulating a disproportionate growth in 
the number of programmes which have 
not prioritised quality -  as they have 
relaxed entry requirements to assure a 
higher number of students. This is now 
reflected in the closure of some 
programmes (Ansarah, 2002; Brazil, 
1996; Mota, 2003; Teixeira, 2001).
Students did not show direct 
awareness about the problem. 
However, when they criticised the 
selection criteria currently adopted by 
their institutions and the facility for 
institutions to open new tourism 
programmes, they are referring to the 
same problems presented in the 
literature.
Curriculum
Government fixed core curriculum, 
which does not allow for adaptability 
taking into consideration the regional 
differences (Ansarah, 2002).
Students’ comments on the 
curriculum are of a different nature. 
They have complaints about the 
content of some subjects, the length 
of programmes, the distribution of 
subjects across the years and, 
mainly, the use of basic cycles for 
first-year students.
Academic
staff
Lack of opportunities for academic staff 
to get qualifications, creating an 
undesired situation where there are 
many undergraduate programmes and 
few qualified lecturers (Lohmann, 2004; 
Silveira, 2001).
The voices of the students on this are 
much more related to the lecturers’ 
ability to teach than the formal 
qualification they hold.
Research
degrees
The quantity and quality of tourism 
research produced in the country are 
affected by the low number of tourism 
research programmes (Lohmann, 
2004; Rejowski, 1996; Panosso Netto, 
2003).
Students did not voice the views on 
the number of research programmes 
nor on the quantity and quality of the 
research produced in the country.
Student
numbers
The maturity stage of the life cycle of 
tourism programmes seems to be 
approaching, as the number of 
students is starting to drop after the 
great boom of the 1990s (Mota, 2003; 
Teixeira, 2001).
Students’ voices corroborated what is 
in the literature. They see that 
programmes are starting to close and 
that groups have started to become 
smaller and smaller year after year.
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Industry/ 
academy links
Practical nonexistence of industry- 
academy links, as the industry 
perceives tourism programmes as 
disjointed from reality while institutions 
believe the industry does not value 
their graduates and their applied 
research (Ansarah, 2002; Silveira, 
2001).
Students feel this problem when they 
try to find a place to either undertake 
their work placement or to start 
working. It is either difficult to find a 
welcoming employer or they expect 
students to undertake tasks that are 
not related to the academic 
formation.
International
journals
The majority of lecturers are 
constrained from subscribing to and 
accessing most international journals, 
either for financial reasons or because 
of the low level of English language 
knowledge (Pizam, 1999), resulting in a 
delay in the dissemination of cutting- 
edge research in the country (Leal, 
2006; Panosso Netto, 2003).
Although not extensively mentioned, 
a few students voiced that they felt 
there was a lack of use of 
international specialised literature 
and that that compromised how up- 
to-date the materials used by 
lecturers were.
Subject
association
The lack of a strong subject association 
for years made it difficult for 
programmes and researchers to 
network and benefit from the exchange 
of experiences and of cutting-edge 
knowledge (Lohmann, 2004).
As students were not directly affected 
by this issue, they did not comment 
on this issue and were not asked to 
do so.
Students’ voices on how easily new institutions had been opening tourism 
programmes in the last few years and how this had caused a relaxation of the 
entry requirements for new entrants are an indication of their worries about 
the development of tourism higher education in the country. Even if they are 
not fully aware of the key challenges that have been emerging in the 
specialised literature -  such as in the case of the liberalisation of the higher 
education system (Ansarah, 2002; Brazil, 1996; Mota, 2003; Teixeira, 2001) -  
they have similar concerns about many of the issues. It is also important to 
note that students perceive that the maturity stage of the life cycle of tourism 
programmes is approaching -  as suggested by Mota (2003) and Teixeira 
(2001). Both, students and researchers, commented on the drop in the 
number of entrants in tourism programmes across the country as well as on 
the closure of some of these programmes.
At the same time there is agreement on some of the issues; students 
demonstrate they are unease about some specific topics that have not been 
on the Brazilian research agenda for tourism higher education. They believe 
there is room for improvement in the content of some subjects, in the length of 
programmes (which, in some cases, since the data collection process, have 
been reduced from four to three years) and in the distribution of the subjects
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across the years of study. There is one particular concern about the 
curriculum that is limited to some institutions; it is the problem of using basic 
cycles for first-year students from different areas, which has not been 
addressed in the Brazilian literature but makes a big impact on the quality of 
programmes, according to the students.
Although the low number of research programmes, when compared to 
undergraduate degrees, is a cause of concern for some academics (e.g. 
Lohmann, 2004; Silveira, 2001; etc.), students do not seem to mind. They feel 
that lecturers have to have the ability to teach, no matter what their academic 
qualifications are. Similarly, students do not seem concerned about the 
quantity and quality of tourism research produced in Brazil, which researchers 
such as Lohmann (2004), Rejowski (1996), Panosso Netto (2003) and others 
consider a key challenge for the development of tourism higher education in 
the country.
The almost non-existent links between the academic world and the industry, 
highlighted by Ansarah (2002) and Silveira (2001), is only a cause of concern 
for students when they try to find a placement or a job and rarely meet an 
employer that is welcoming to the idea of hiring a tourism graduate or student. 
There are several reasons for this situation -  as employers’ ignorance about 
what a tourism programme of higher education is about and what kind of 
professionals are educated in such a programme. Another reason is that there 
is a deficit in the knowledge of foreign languages by students (Pizam, 1999), 
which also affects their ability to keep abreast of developments in cutting-edge 
tourism research (Leal, 2006; Panosso Netto, 2003).
8.4 BRAZILIAN TEACHERS’ STANDPOINT ON THE STUDENT VOICE 
DEBATE AND THEIR RESPONSES TO THE STUDENT VOICE ON 
QUALITY IN TOURISM EDUCATION
As the interviews were conducted using the framework suggested by Fielding 
(2001), the analysis followed the same structure. As such, the views of the
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teachers on the student voice on quality in tourism higher education in Brazil 
are presented under the clusters provided by Fielding and include a final item 
on the lecturers’ views on their students’ voices on quality (see Table 8.3).
8.3 Lecturers' Views on the Student Voice Debate and on the Student Voice on Quality 
in Tourism Higher Education
Clusters (Fielding, 2001) Teachers’ standpoint
Speaking and listening
All lecturers expressed they had a positive mind-set to 
listening to the student voice. They said they often 
asked students how they felt about the classes. 
However, this is only done informally by most of the 
teachers. All of them confirmed that they did not listen 
to the student voice systematically. They say that a 
systematic and formal way of listening to the students is 
already in place when it comes to the institutional 
evaluations made by the students. For that reason, they 
prefer to use a non-systematic and informal approach.
Skills
The skills deemed necessary to the students by the 
lecturers included the ability to critically understand 
what tourism is about as well as what the structures of 
higher education systems look like, as they may have 
an influence on the students’ experiences. Students 
also need to fully understand what tourism higher 
education should be about and establish academic and 
professional targets in order to be successful in the 
future.
Attitudes and dispositions
Lecturers’ expressed a very positive attitude towards 
listening to the student voice. They all highlighted that it 
is important to give students the opportunity to voice 
their views on their experiences and that it is a good 
way to improve the quality of their teaching. However, 
they believe there should be a limit to what students 
can demand, complain, comment, etc. That is 
especially true in the case of private institutions, where 
students feel they can have anything as they wish 
because they are paying for their fees. Students’ 
comments, requests and/or complaints should not be 
listened and acted on unrestrictedly if they do not 
respect the existing rules, regulations and, most 
importantly, common sense.
Systems
Although all institutions have some kind of formal 
instrument to measure students’ satisfaction, the 
student voice is not always the focus of attention. 
Lecturers commented that most systems are too 
numerical and little chance is given to the students to 
express their views on their own voices. It is important 
to note that often there is only one qualitative question 
at the end of the instrument asking students to add 
anything they feel is necessary. In rare occasions, the 
institutions provide students with an opportunity to 
express their views freely.
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Organisational Culture
According to the lecturers, the institutions hardly ever 
perceive the student as an important stakeholder and, 
as such, little attention is devoted to the sharing of 
achievements. Students’ achievements are only 
recognised, in most cases, when the institutions are 
trying to promote their programmes through the 
success of the students. Teachers say that very often 
students are not aware of an institutional achievement 
and hear friends from others institutions comment on 
the accomplishment. If students do not feel they are 
important stakeholders, they will most certainly fail to 
understand that their voices are important to the quality 
debate in higher education.__________________________
Spaces and the making of 
meaning
Lecturers recognise the difficulty in distinguishing 
between appropriate and irrelevant issues voiced by the 
students. However, they try to use their experience and 
their knowledge of the students as a basis for their 
interpretation of wtiat students have to say. Some of the 
teachers tend to filter the student voice using a pre- 
established framework, which may limit what is actually 
heard. At the institutional level, lecturers commented 
that they were not aware of how the institutions dealt 
with the student voice. They are often presented with a 
summary of the statistical data collected, but virtually no 
attention is given to interpreting these data accurately 
neither the qualitative questions are treated seriously. In 
rare cases, the students are invited to discuss the 
preliminary results of the data analysis as well as to 
comment on the instruments used.
Action
All lecturers highlighted that actions have been taken 
based on the student voice by them and by their 
institutions. However, their institutions often fail to show 
students that action has taken place. In doing so, 
students are not aware of the importance of their voice 
to the changes that take place. Teachers often try to 
show what changes took place according to the student 
voice, but do not always do it -  as they believe it is so 
clear that some of the changes were based on the 
student voice that it is not necessary to explain that to 
them.
Institution
Specific Institution 1
The two interviewed lecturers agreed with the students 
on the issue related to the infrastructure. However, on 
the questions related to teachers, they did not agree 
with students or even with each other. As to student 
motivation, the teachers had a contrasting view, as one 
of them agreed with the students that it is one of a 
lecturer’s roles to motivate students while the other 
argued that the students had to motivate themselves in 
a positive environment provided by the lecturer. In 
relation to teaching style, both lecturers disagreed with 
the students’ views that the classes should be more 
practical because there are some subjects that are 
more theoretical in nature.
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Institution 2
Institution 3
Institution 4
The two interviewed lecturers were very defensive to 
students’ criticisms on how the classes were conducted 
-  too didactic. They argued that students expect them 
to be showmen and do not take into account the 
preparation that goes behind the delivery of a class. In 
relation to the curriculum, both lecturers agreed with the 
students that the basic cycle approach is negative for 
students and added that it also make things more 
difficult for the teachers themselves. They also 
commented that businesswise it is difficult for 
institutions to offer many elective subjects, as requested 
by the students. Although they understand the students’ 
concerns on this issue, they believe there is not much 
that institutions can do about it.
Lecturers agreed with students’ claims that linking 
theory and practice and adopting an interdisciplinary 
approach within the programme are fundamental to the 
success of tourism higher education. However, they 
argue that students often do not realise that both issues 
are considered in their programme. Teachers believe 
students expect to see vocational content in their 
programme, which will not happen because of the 
nature of the institution and programme. Regarding the 
number of permanent staff, lecturers commented that 
being a public institution in Brazil also meant that more 
bureaucratic issues affected the programme’s 
management, making hiring staff more difficult. 
Although they agreed with students that the problem 
exists, they believe the institution make everything that 
is in its powers to overcome it. Once again, lecturers 
justified a problem identified by the students with the 
fact that they are in a public institution. This was 
concerning the use of multimedia equipments, which 
lecturers mentioned are not readily available to all at all 
times.
Lecturers agreed with students that some teachers in a 
tourism programme should have a different background 
other than tourism whereas others -  for the more 
specific subjects -  should have their first degree in 
tourism. In relation to linking theory and practice, 
students had claimed that it is important that a teacher 
has a practical view -  and possibly experience -  of the 
industry as a whole. Although one of the lecturers 
agreed with that claim, the other commented that he 
understood their view but thought that a teacher without 
practical experiences, a theorist, could deliver better 
classes than an experienced one. Regarding the 
influence of other students on the quality of education, 
teachers agreed with the students that most entrants 
are immature. However, they both believe this is a 
general problem, not a tourism programmes’ specific 
one. They also disagreed with students that the tourism 
entry selection process was easier than in other 
programmes.______________________________________
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Institution 5
The interviewed lecturer that commented on the specific 
issues presented by the students agreed with them in 
most cases. In relation to the lack of pedagogical 
knowledge, for instance, the interviewee said the 
students were right to complain about it. However, a 
teacher can always learn pedagogy. The lecturer also 
agreed that there were problems in the student/teacher 
interaction, but they were sporadic. The students’ major 
concern -  the basic cycle -  was also considered very 
negative by the interviewee. When presented to the 
students’ views on the interdisciplinary approach taken 
in their programme, the lecturer agreed that it was a 
significant asset of the institution and very important for 
their success.
In summary, lecturers’ views towards the student voice debate are more 
positive than their actual attitudes. Although all of them defend the idea of 
listening to the student voice and acting upon it -  as suggested by Fielding 
(2001), most of them fail to do so because they are not fully aware of what 
listening to the student voice actually means. According to the interviewees, 
their institutions often overlook the student voice and concentrate their actions 
on responding to the legal requirements on quality in higher education only.
8.5 CONCLUSION
This chapter presented the analysis of both phases of fieldwork -  focus group 
interviews with Brazilian undergraduate tourism students and telephone 
interviews with tourism lecturers. The students were invited to offer their views 
on quality in tourism higher education in their own voices whereas the 
lecturers were asked about the student voice debate and invited to comment 
on the voices of the students in their institutions. Overall, students argued that 
their institutions and teachers should be more aware of their voices. In some 
institutions where the focus group interviews took place, the students 
commented that a periodical activity similar to the one that was taking place 
would enrich the institutions’ perceptions of quality as viewed by the students. 
Although most lecturers also considered the institutional initiatives insufficient, 
the majority demonstrated little knowledge on how to listen to the student 
voice properly as well.
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The voices of the students were presented in relation to the main dimensions 
of quality in tourism higher education and to the key challenges of tourism 
higher education in Brazil. The lecturers’ views, on the other hand, 
represented their attitudes and perceptions towards the student voice debate 
and a response to the voices gathered in the first phase of fieldwork.
The following chapter brings the conclusions of the research. The data 
collected in both phases of fieldwork are related back to the existing literature 
on quality in tourism higher education in Brazil and elsewhere. The main aims 
of the research and the proposed contributions to knowledge are revisited.
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CHAPTER 9 -  CONCLUSION
9.1 INTRODUCTION
This chapter presents the final remarks and conclusions of the research. It 
starts by offering a critical analysis of how the initial aims and objectives were 
dealt with throughout the research. Then, the main contributions to knowledge 
that emerged from this piece of research are revisited, followed by a 
description of the main limitations of the research. After that, a reflection on 
how the research developed is given as are suggestions for future research 
on the topic. Finally, the thesis reaches an end with some concluding 
comments.
9.2 AIMS AND OBJECTIVES REVISITED
The main aim of this thesis was to provide new dimensions and perspectives 
on quality in tourism higher education in Brazil based on the student voice. In 
order to do so, students from higher education institutions from different 
regions of the country were invited to take part in focus group interviews. 
These generated interesting data. Although students are often invited to take 
part in quality assurance investigations -  generally run by the institutions 
themselves, this research had an alternative approach. Students were asked 
to freely discuss what quality in tourism higher education meant in their own 
voices, with no predefined views imposed by the researcher. In doing so, 
students were able to comment on issues that are frequently absent in current 
approaches to quality in (tourism) higher education (e.g. Ramsden, 1991; 
WTO, 1997; Koch & Fisher, 1998; Downie & Moller, 2002; Koch, 2003; Brazil, 
2004; QAA, 2004; Mota, 2005; etc.). Important issues, such as the impact of 
other students and of life quality on their educational experiences, emerged 
from the respondents’ voices. Lecturers’ viewpoints on the student voice 
debate (Fielding, 2001) were also collected, so that the reader can
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understand the context in which this voice is spoken by the students, listened 
to by lecturers and institutions and also acted on by them.
The objectives below were put forward at the beginning of the research and 
were approached as follows throughout the research:
To offer a contextualisation of tourism higher education in Brazil
A literature review on the topic was conducted, including texts published in 
books, journal articles, internet websites and official statistics, among others. 
Information on tourism higher education at the undergraduate and 
postgraduate levels was offered along with a critique on the development of 
academic research on tourism and on tourism higher education.
To critically review the literature and traditions of quality in tourism higher 
education in Brazil and elsewhere
The concept of quality was examined. By gathering the views of key quality 
researchers -  such as Ishikawa (1985; 1986), Shingo (1987), Juran (1988), 
Feigenbaum (1986), Oakland (1993), etc. -  a general understanding of quality 
was achieved. Special attention was given to quality in the context of higher 
education, with the views of key education researchers taken into account 
(e.g. Ball, 1990; Freire, 1991; 1996; Barnett, 1992; Biggs, 2001; etc.). Current 
approaches to quality management/assurance in higher education were 
reviewed (e.g. Ramsden’s CEO, the HEFC’s NSS, Brazil’s SINAES, etc.). The 
application of such concepts, models and approaches in tourism higher 
education were presented and, in most cases, contested.
To critically review the student voice on quality in tourism higher education 
amongst the voices of other stakeholders
In order to achieve this objective, a review of the concept of stakeholder was 
made. Phillips’ (1997) view that different types of individuals and/or groups of 
individuals that interact for mutual benefits are characterised as stakeholders
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was the starting point to understanding the student as a stakeholder amongst 
others. The student voice debate, as discussed by Fielding (2001), was 
central to the decisions on how the empirical phases of the research would be 
conducted. By critically reviewing the concepts of stakeholder and student 
voice, the objective could be achieved by conducting empirical research.
To explore the voices of Brazilian students on quality in tourism higher 
education
The voices of Brazilian students in tourism higher education were empirically 
collected and later analysed taking into consideration the existing literature on 
the topic and their lecturers’ and institutions’ views. These voices were then 
returned to the students to assure the credibility of the results (Lincoln & 
Guba, 1985). After that, the most striking issues were presented to the 
lecturers. Therefore, exploring the student voice on quality in tourism higher 
education was achieved through the procedures abovementioned.
To analyse Brazilian lecturers’ standpoint on the debate about the student 
voice on quality and how they respond to the student voice on specific issues 
in their institutions
In order to achieve this objective, lecturers from the same institutions where 
students had taken part in focus group interviews were invited to be 
interviewed on the topic of student voice. They were also presented to some 
of their students’ comments about quality in their institutions and given the 
opportunity to respond to them.
To analyse in what ways the student voice contributes to the understanding of 
quality in tourism higher education in Brazil
Through the analysis of the student voice on quality in tourism higher 
education in Brazil, it was possible to identify issues that are not often 
considered in the existing quality assurance systems. Their views on the main 
dimensions of quality (Airey & Tribe, 2005), along with what they had to say
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about the main challenges tourism education in Brazil faces, brings some 
fresh insights to the debate on quality in tourism higher education in the 
country.
9.3 CONTRIBUTIONS TO KNOWLEDGE REVISITED
The two main contributions expected to emerge from this study were: a 
critique of the existing traditions of quality management in tourism higher 
education; and new dimensions and perspectives on quality in tourism higher 
education in Brazil based on the student voice. The first one was achieved 
through the critical review of the existing literature on quality, on quality in 
higher education in the context of service provision, and, especially, on quality 
in tourism higher education; and through the critical analysis of 
systems/models/approaches (such as Ramsden’s CEO, the QAA’s subject 
reviews, HEFCE’s NSS, Brazil’s SINAES, UN WTO’s TedQual, etc.). The 
second one was achieved through the conduction of a through literature 
review and of empirical research aimed at collecting the student voice on 
quality in tourism higher education in the Brazilian context. The literature 
review produced a book chapter (Leal and Padilha, 2005) entitled “Brazil and 
Latin America” in an international handbook of tourism higher education. New 
dimension and perspectives were then extracted from what students had to 
say taking into account the literature, the traditions and practices of quality 
assurance/management in tourism higher education -  especially in Brazil. 
Such dimensions and perspectives allowed the researcher to propose the 
adoption of less quantitative approaches to gathering students’ views on 
quality -  the main reason being the fact that the more qualitative methods are 
used the more the student voice can be expressed.
Among the most striking issues that emerged from the student voices were 
the influence of teachers on the quality of programmes. However, this result 
was expected, as other researchers (e.g. Hill et al., 2003) had already found 
that in similar studies. However, students extrapolated this and also 
commented on the impact caused by other students. The context of a
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developing country also generated some novel findings. Some of the students 
highlighted that, in order to have a good-quality tourism programme, their well 
being as individuals (decent accommodation and provisions, transportation 
links, etc.) was important. Life-quality standards impact on the quality of their 
experiences as students in a higher education tourism programme. Another 
novel finding to emerge from this study was the fact that lecturers do not fully 
understand what the student voice really is about and end up overlooking their 
students' voices unintentionally.
9.4 LIMITATIONS OF THE RESEARCH
This research had a number of limitations. Firstly, the fact that the researcher 
was living in the UK during the time the empirical work was conducted meant 
that only a short period of time could be spent with students -  the time of the 
focus group interviews (when the researcher travelled to Brazil and spent a 
fortnight touring the country and conducting the data collection process for the 
first phase of fieldwork). For the same reason, teachers had to be interviewed 
through the telephone. Brazil's size and public transport system were two of 
the obstacles to spending more time with respondents. For instance, two of 
the cities where the focus group interviews took place were nearly 2,000 miles 
apart from each other; with indirect and expensive flights the only possible link 
between them.
The distance factor was important too when it came to finding literature on the 
Brazilian higher education system and on tourism higher education in the 
country. Even if some publications were easily available online, not all texts 
were. Family and friends played an important role in providing such materials 
via postal mail. However, costs and other issues made it difficult to have 
access to all texts that the researcher wanted.
The fact that the research was limited to Brazil only should also be mentioned. 
Although the size of tourism higher education in the country is expressive and 
little research on the topic has been produced to date, this approach may
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lessen the interest for the results. The main public to the thesis become those 
involved with tourism education in Brazil only.
The researcher’s lack of prior experience in conducting qualitative research 
was also a very important obstacle to overcome. Much work had to be 
devoted to the methodology and methods section of the thesis in order to 
compensate for a previous deficient knowledge on the issue. Even though the 
difficulty motivated an extra effort, which is a positive thing, time that could be 
spent on other parts of the thesis may have been compromised.
The use of focus group interviews, telephone interviews and member checks 
along with a literature review made triangulation possible. However, other 
methods could have been used within each group of respondents, i.e., more 
than one method could have been used with one group.
9.5 REFLECTIONS ON TAKING A PHD IN THE UK
The demands of research at a PhD level in a foreign country were much 
higher than expected. The main initial difficulties were adapting to the British 
culture and writing in the necessary academic style of the English language. 
However, after this initial phase, the opportunity to engage in conversations 
with other researchers -  from students to renowned academics from all over 
the world -  was very gratifying, as it made the author feel as a member of the 
tourism education ‘tribe’ of researchers and allowed feedback on the research 
to be heard and recognised throughout the research process. This was 
particularly true when the researcher had the possibility to present papers at 
important conferences -  such as the ATHE Annual Conference and the 
University of Surrey’s ‘Cutting Edge Research in Tourism -  new directions, 
challenges and applications’ in the UK and Brazil’s Congresso Brasileiro de 
Turismo (Brazilian Tourism Conference).
Adding on the students’ voice on the issue of life quality as a major influence 
on the quality of their experiences, it is important to note that several external
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factors impacted on the researcher’s life quality, which in turn affected his 
performance as a student. The first few months in the UK, for instance, 
represented the most difficult ones, financially speaking. They were also 
complicated because of the initial provisional visa issued to the researcher 
and his wife, which did not allow her to get a permanent full-time job. Dealing 
with the research in such an environment was extremely hard. To top this up, 
circumstances forced the researcher to move to another town and transfer his 
initial PhD registration to another institution if he was to stay with his first 
supervisor.
9.6 RECOMMENDATIONS FOR FUTURE RESEARCH
Future research on quality in tourism higher education taking into 
consideration the student voice could benefit from:
• The comparison of the voices of students and views of lecturers in 
different countries, so that the bigger picture and the differences (or 
otherwise) that may exist from country to country or region to region could 
be identified;
• The inclusion of key representatives of the institutions’ (quality) 
management team in the groups of respondents in order to gather the 
institutions’ views better;
• The inclusion of students and lecturers from other fields of study, so that 
comparisons between tourism students’ voices on quality in higher 
education and their lecturers’ views on the student voice debate could be 
contrasted to those of students and lecturers from other areas;
• The use of more varied data collection methods to allow triangulation and 
enhance concurrent validity (Cohen et al., 2000);
• More time with respondents, so that they could become more familiarised 
with the researcher -  maybe providing their views on issues they may 
have omitted in this research;
• An increased number of respondents through the conduction of a larger 
number of focus group and telephone interviews and/or the administration
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of other research methods -  such as individual interviews or 
questionnaires with open-ended questions with students and focus group 
interviews with lecturers, etc.
9.7 FINAL REMARKS
This chapter offered a critical self-analysis of the research, from process to 
aims. The main aim and all of the objectives were revisited as were the main 
contributions to knowledge that emerged from this study. Limitations were 
recognised and suggestions for future research provided.
This research on quality in tourism higher education on the voices of Brazilian 
undergraduates provided novel insights on concepts that are undeveloped in 
the Brazilian literature. The concepts of tourism higher education, quality and 
student voice were critically reviewed and linked together in order to provide 
the basis for the empirical work. The results were then contrasted to the 
existing literature and offered new points of view on key issues affecting the 
quality of tourism higher education in Brazil and -  to some extent -  
elsewhere.
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APPENDIX A  -  FLYER FOR RECRUITING VOLUNTEER 
STUDENTS
oesamsa
E s t a  é  a  s u a  c h a n c e !
Sérgio Leal, doutorando em turismo nà 
Universidade de Surrey (Inglaterra), esta 
procurando por estudantes de turismo dispostos a 
participar como voiuntârios de uma pesquisa 
sobre a quaiidade da educaçao superior na area
Sobre a pesqwsa;
■ Estudo conduzido em um dos 
principals centres de estudo do 
turism o do mundo
« Abordagem inovadora sobre a 
quaiidade da educaçâo superior 
em turism o
« Participantes de cinco 
institu içôes de diferentes 
regiôes do pais
Sobre a sua part/c/paçâo*;
" D iscussào em gmpo com 
outros alunos da sua 
institu içâo
• Oportunidade de fazer 
comentârios sobre a anâlise 
pre lim inar de dados
Como paft/o/par?
» Entrando em 
contato corn o 
pesquisador até o 
d ia  3 0 /0 4 /2 00 6  
através do e-m ail 
sAeaKasurreii.ac, 
uk informando: 
nome, institu içâo, 
curso, perîodo e 
tum o
■ Grupos de 8 a 10 
alunos da mesma 
institu içâo  serâo 
formados para 
re presenter todos 
os périodes 
oferecidos no 
curso
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ENGLISH TRANSLATION
yoL/ Co Ca/ce part m an
T h is  is  y o u r  c h a n c e !
Sérgio Leal, PhD researcher in tourism at the 
University of Surrey (England), is looking for 
tourism students willing to take part as volunteers 
in a study on the quality of higher education in the 
subject area
About the research;
• Investigation conducted in  one 
o f the m ain centres o f tourism  
study in  the world
" Innovative approach to quality 
in  tourism  higher education
• Participants from  five 
institu tions from  different 
regions o f the country
About your partfcÿ>at/on*;
- Group discussions w ith  other 
students from  your ins titu tion
• O pportunity to make comments 
about the analysis of the 
preliminary results
ffow to take part?
" By getting in  
touch w ith  the 
researcher before 
April 2006 
via the email 
s. leal(asurrev. ac, 
uk  inform ing: 
name, ins titu tion , 
programme, year 
o f study e time o f 
study
" Groups of 8 to 10 
students from the 
same ins titu tion  
wül be formed to 
represent 
students from a ll 
years
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APPENDIX C -  FOCUS GROUP SUMARIES
INSTITUTION 1
The discussion began with issues related to the INFRASTRUCTURE  of 
institutions. Participants mentioned how much they believe the infra-structure 
influences the quality of their programme. They talked about the classrooms 
and the noise levels. The participants also mentioned the importance of well- 
equipped labs, where the students can practice before they get to the 
industry. The second major issue discussed was the one related to 
TEACHERS. They highlighted that a good teacher has to have the ability to 
motivate students and the capacity to discuss the situation of the industry as a 
whole. They have to have an interest for the subject they are teaching and a 
teaching style that does not rely on other students’ presentations more than 
on the teacher’s lectures. The teacher/student interaction was also brought up 
by the group. A particular allusion was made to the HEAD OF PROGRAMME, 
which should have a guiding role. Another point contemplated in the focus 
group was the role of the STUDENTS themselves. The participants argued 
that a number of tourism students are not interested in the subject area and, 
as a result, do not pay attention to the classes and disturb those who want to. 
Another argument relating to students is that the interaction with those from 
other years is positive since one can learn from the experiences of the other. 
CURRICULUM was also a key issue in the discussion. Participants argued a 
broad curriculum is necessary for the formation of a tourism graduate. They 
believe that four years are needed and a wide range of subjects to choose 
from should be made available. Participants think that the curriculum should 
be flexible. The group also mentioned the need for an entrepreneurial 
education. The topic of WORK PLACEMENT was another discussed issue. 
The participants believe institutions have to play an active role in providing 
students with opportunities through partnerships with companies. At the same 
time, the group argued, the industry does not recognise the efforts and 
abilities of those studying tourism at a tertiary level, which makes it difficult for 
them to get a good work placement at a tourism enterprise. Institutions’
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RESOURCES were also highlighted by the group. Good technological 
apparatuses and libraries were mentioned as the resources that most 
influence the quality of the programmes. The bureaucracy to use the 
resources was discussed under the topic of ADMINISTRATIVE 
PROCEDURES, which also included the importance of quality assessments 
based on the students’ experiences (such as the one taking place at the time). 
Students’ EVALUATION was the last topic discussed by the group. Teachers’ 
feedback on exams and coursework were deemed to be extremely necessary 
and positive. The participants also talked about the need for alternative forms 
of evaluation, going beyond the traditional formal exams that dominate the 
Brazilian educational system.
INSTITUTION 2
The discussion began with the participants talking about TEACHERS. The 
need for less didactic and more practical lectures was highlighted as a form of 
motivation for the students. The teaching methods should also be varied, 
including case studies and other forms of alternative classes. Teacher’s 
formation was considered to be important because some come from different 
subject areas and are not involved with tourism whatsoever. Participants 
believe they have to be updated and capable of discussing the whole of the 
tourism industry. More importantly, teachers have to know how to teach. Many 
have the expertise on their subject but do not have the pedagogical expertise 
to be a good teacher. Finally, teachers and students have to interact with 
each other smoothly. The discussion went on to the topic of CURRICULUM. 
The basic cycles were deemed to be very negative. The length of 
programmes and variety of subjects to choose from were also emphasised by 
participants as key aspects because of the complexity of tourism studies. 
However, there should not be a curriculum that is too generalist instead of a 
more specific one. Field trips targeted at tourism students were mentioned as 
a significant asset of the curriculum. The distribution of the subjects across 
the years was also highlighted by the participants, who consider some 
subjects to be the basis for others. The following topic discussed was the one
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related to the STUDENTS themselves. There was a consensus that many are 
not interested in tourism and choose the subject area because the entry 
requirements are thought to be easier than in other areas. Students from 
other programmes do not respect tourism students because they believe 
tourism is not a serious subject area. The participants also talked about how 
inexperienced school leavers sometimes are and how much they want to 
have a tertiary diploma, leading to the choice of a major without the necessary 
amount of thought. Institutions should motivate students to read and conduct 
RESEARCH, highlighting its importance to understanding how things work on 
the real world. In relation to an institution’s INFRASTRUCTURE, the group 
made comments on the necessity of having good labs, such as those for 
gastronomy and global distribution systems. The group believes the students 
that take part in EXTERNAL EVALUATIONS should not be selected by the 
institutions themselves, but, if not all can participate, randomly. The motivating 
role the HEAD OF PROGRAMME should have was another issue mentioned 
by the group. In relation to RESOURCES, participants highlighted the 
importance of a good library, with an extensive catalogue and an appropriate 
number of books per students. The final issue discussed by the group was the 
one of EVALUATION. The group argued that varied forms of examination 
should be used, from oral presentations to formal written tests.
INSTITUTION 3
The discussion began with CURRICULUM. The initial point made was about 
how important it is to link theory and practice. Extra-curricular activities should 
be made available to students. The group believes the subjects have to relate 
to each other and to the tourism activity. They consider an interdisciplinary 
approach to be the key to achieve this. Participants also believe field trips 
should be more widely used in order to show students the world outside the 
classroom. In relation to TEACHERS, participants mentioned the need to use 
varied teaching styles, the ability to motivate students to get interested in the 
subject being taught and the pedagogic know-how necessary to teach. 
Teachers’ knowledge of the tourism industry as well as being updated and
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know how to guide students were also mentioned by the group. The need for 
an established group of full-time tourism teachers in the programme was 
deemed to be one of the most important factors influencing the students’ 
experience. However, some subjects need to have teachers from other areas. 
In relation to the materials used by the teachers, the group commented on the 
possibility of using more international literature. The following topic that came 
up on the group discussion was the one related to the STUDENTS 
themselves. The participants regarded the tourism student an uninterested 
individual, generally disconnected from what is happening in the world. The 
group believes they often get to university too early and are not experienced 
enough to take the right decision regarding which area to study. As a result, 
many study tourism to get a degree and think of another area to study in the 
future. Participants believe the students should be more creative and avoid 
simply copying the existing literature. They should conduct RESEARCH and 
produce their own material. Institutions’ SOCIAL COMMITMENT was also 
mentioned by participants as an influencing factor on the quality of tourism 
programmes. They consider the university a tool for social change and 
teachers and students the main actors of this change. Forms of 
EXAMINATION and feedback on them were two other concerns of the group. 
They believe the examinations should stimulate the students’ creativity to 
write and discuss a topic, not memorising texts about it. They also think that 
understanding what went wrong with their exams and coursework would help 
them learn more and avoid making the same mistakes. In relation to the 
INFRASTRUCTURE, the participants highlighted how important a lab is in 
making the learning process easier. Financial support for field trips and for 
participation in conferences was mentioned by participants. They also 
commented on the importance of having a good library, with a good collection 
of tourism-specific books. The final topic mentioned regarding the 
RESOURCES was the amount and quality of the technological apparatus 
available to teachers and students.
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INSTITUTION 4
The discussion began with the topic of TEACHERS. The academic formation 
of these and their knowledge of the tourism activity were highlighted by the 
group as important factors. The participants believe it is good to have staff 
with a distinct background other than tourism, so that the students can learn 
from a different perspective. They also mentioned the importance of teachers' 
usage of good supporting materials and innovative teaching styles. The 
teachers’ guiding role was also considered to be significant by the group. The 
discussion went on to the influence of the STUDENTS themselves to the 
quality of their programmes. Entry requirements allow that virtually anybody 
can study tourism at the tertiary level in the country. As a result, the level of 
tourism students and graduates as whole tends to be low, making the 
programmes less respected by people from other areas. The participants 
believe many students are too immature and think that tourism studies is 
about travelling and experiencing life as a tourist. However, they have to 
understand their role as future tourism professionals and keep on searching 
for information and knowledge about the area. The university’s as well as the 
students’ active role in society was commented while discussing SOCIAL 
COMMITMENT. Current issues and the country’s interests should come first, 
not the students’ personal interests. Another issue discussed by the group 
was the one related to RESEARCH. The participants highlighted the 
importance of programmes filling in the existing gap in the academy in relation 
to researchers. The CURRICULUM was the next issue the group commented 
on. Initially, they talked about the need to link theory and practice. Then, they 
went on to highlight the importance of field trips to get to see things that were 
learned in the classroom. Although the students are expected to get to 
university with a certain level of general knowledge, it is important that the 
specific subjects are related back to the general knowledge. Still, the specific 
knowledge should not be of a technical nature, but theoretically sound. 
Another point about the curriculum was the need to include as many options 
for studying foreign languages as possible. Labs and the library were the most 
mentioned items in relation to the INFRASTRUCTURE of the institutions.
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Then, participants commented on the EVALUATION procedures. They argue 
that the rigour of the examinations should be adequate to what has been 
taught. The most appropriate evaluation should take into consideration the 
students' academic production and development over the year, not a single 
examination. In relation to ADMINISTRATIVE PROCEDURES, the group 
highlighted how valuable it is for institutions to have partnerships with each 
other, facilitating the realisation of exchange programmes and the 
participation in conferences. Finally, participants made a comment on the 
students’ LIFE QUALITY as a defining factor in the quality of their 
experiences. The well being of students, the fulfilment of their basic needs, is 
essential for their success.
INSTITUTION 5
The discussion began with comments on the influence of TEACHERS on the 
quality of programmes. Their pedagogic knowledge, i.e., their ability to teach, 
was considered to be very important as were their teaching styles. Supporting 
materials were also highlighted as significant to the students’ experience. The 
interaction between teachers and students was regarded as an essential part 
of a successful teaching and learning process. When it comes to teachers 
from other subject areas, the participants believe they often have a lack of 
respect for tourism because they do not know what tourism studies is really 
about. This has a negative impact on the quality of programmes. The 
CURRICULUM was the next issue to be discussed. The initial comment on 
this topic was in relation to the need for linking theory and practice. The 
participants argued that both are essential and neither can be ignored, so a 
balance has to be found. Due to the complexity of the tourism activity, the 
curriculum has to be very broad, including a variety of subjects. Having these 
varied subjects linked to each other, through an interdisciplinary approach, is 
also considered to be extremely positive. A negative approach, on the other 
hand, is the existence of basic cycles, where students and teachers from 
several areas share subjects. Although a good way for interacting with 
students from other programmes, the teachers struggle to make the class
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appropriate and interesting for all at the same time. The INFRASTRUCTURE 
of institutions was also discussed. Physical space, computers and libraries’ 
catalogue were highly rated by the participants. Labs were also considered to 
be important for the quality of the students’ experience. The campus itself and 
a nice working environment were highlighted by the group as indispensable 
for success. Participants also mentioned that a continuous EVALUATION 
throughout the semester would be more accurate than the traditional formal 
exams. The selection process was also criticised because it is easy to get into 
a tourism programme, especially at a private institution. The discussion went 
on to the influence of STUDENTS themselves on the quality of their 
programmes. The participants believe the lack of interest and even lack of 
respect that some students have for tourism influences the performance of the 
whole group of students and teachers. The fact that many students get into 
university too young makes them think about tourism as a fun area, an 
opportunity to travel and party, not a serious future profession. The group also 
mentioned how useful and rich the experience of participating in EXTRA­
CURRICULAR EVENTS, such as conferences, is. The opportunity to enter 
the job market, through WORK PLACEMENT, was also highlighted as very 
important. The chance to do volunteering work and to get to know disabled 
people from the local community were considered to be a very important role 
of the university in regards to SOCIAL COMMITMENT. The assistance a 
HEAD OF PROGRAMME may give to the students is deemed to be a key 
issue in the participants’ opinion. Preparing the students to a career in 
RESEARCH was also thought to be very important.
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APPENDIX D -  TELEPHONE INTERVIEW SCHEDULE
WARM-UP QUESTION: What influences the quality of tourism higher 
education the most?
FIELDING (2001) QUESTIONS
Speaking and 
Listening
Do you hear what students have to say about the quality of their 
experience as students?
IF YES; How do you do that?
IN NO: Why not?
Are students allowed to use informal language to express their views? 
IF YES: How do you ensure that happens?
IN NO: Why not?
Skills What kind of skills do you believe students should have to engage in a discussion about quality in tourism education?
Attitudes and 
dispositions
For you, how important is it that students have the chance to voice 
their views on the quality of their experiences?
How do you face students’ (good and bad) comments about their 
experiences?
Systems
Are there systems in place at your institution for the students' own 
voices to be heard (not quantitative questionnaires)?
IF YES: How do those systems work?
IN NO: Why not?
Organisational
Culture
In your institution, are responsibilities and achievements shared with 
students?
IF YES: How does it happen?
IN NO: Why not?
Spaces and the 
Making of Meaning
How do you and your institution try to make sense of the student 
voice?
Action
What do you and your institution do with what students have to say 
about their experiences?
Has any change ever happened in your class/institution based on what 
students had to say?
IF YES: What kind of change has happened?
IN NO: Why not?
Are students shown the link between what they have to say and the 
changes that take place?
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Institution specific
INSTITUTION 1
- Infrastructure (classrooms, labs)
- Teachers (motivation, ability to discuss the industry as a whole) 
INSTITUTION 2
- Teachers (varied teaching methods, academic background)
- Curriculum (basic cycles, optional subjects)
INSTITUTION 3
- Curriculum (theory versus practice, interdisciplinary approach)
- Teachers (teaching methods, full-time permanent staff)
INSTITUTION 4
- Teachers (academic background, practical knowledge of the industry)
- Students (lack of rigid entry requirements, immaturity)
INSTITUTION 5
- Teachers (pedagogic knowledge, teacher-student interaction)
- Curriculum (interdisciplinary approach, basic cycle)________________
PORTUGUESE TRANSLATION 
PERGUNTA DE AOUECIMENTO: O que mais influencia a quaiidade da 
educaçâo superior em turismo?
FIELDING (2001) PERGUNTAS
Falando e 
escutando
Voce escuta o que os alunos têm a dizer sobre as suas experiências 
enquanto estudantes?
SE SIM: Como voce faz isso?
SE NÂO: Por que nâo?
É permitido aos alunos utilizar uma linguagem informal para expressar 
as suas opiniôes?
SE SIM: Como voce garante que isso aconteça?
SE NÂO: Por que nâo?
Habilidades
Que tipo de habilidades você acredita que os alunos precisam ter para 
participar ativamente de uma discussâo sobre quaiidade em educaçâo 
em turismo?
Atitudes e 
disposiçôes
Para você, quai a importância dos alunos terem a oportunidade de 
apresentar as suas percepçôes sobre a quaiidade das suas 
experiências?
Como você encara os (bons e maus) comentârios dos alunos sobre as 
suas experiências?
Sistemas
Existem sistemas em funcionamento na sua instituiçâo para que a voz 
dos alunos seja ouvida (nâo questionârios quantitativos)?
SE SIM: Como estes sistemas funcionam?
SE NÂO: Por que nâo?
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Cultura
Organizacional
As responsabilidades e conquistas da sua instituiçâo sâo 
compartilhadas com os alunos?
SE SIM: Como isso acontece?
SE NÂO: Por que nâo?
Interpretando Como você e a sua instituiçâo fazem para interpretar as vozes dos alunos ?
O que você e a sua instituiçâo fazem com o que os alunos têm a dizer 
sobre as suas experiências?
Açâo
Jâ houve mudanças na sua aula ou instituiçâo com base no que os 
alunos tinham a dizer?
SE SIM: Oue tipo de mudança ocorreu?
SE NÂO: Por que nâo?
É mostrada aos alunos a ligaçâo entre o que eles têm a dizer e as 
mudanças que ocorrem?
Ponto especifico 
da instituiçâo
INSTITUIÇAO 1
- Infra-estrutura (salas de aula, laboratories)
- Professores (motivaçâo, capacidade de discutir a “indüstria” como um 
todo)
INSTITUIÇÂO 2
- Professores (métodos de ensino alternatives, formaçâo acadêmica)
- Matriz curricular (turmas unificadas, disciplinas optativas) 
INSTITUIÇÂO 3
- Matriz curricular (teoria versus prética, interdisciplinaridade)
- Professores (métodos de ensino, corpo docente permanente) 
INSTITUIÇÂO 4
- Professores (formaçâo acadêmica, conhecimento prâtico da 
“indüstria”)
- Alunos (facilidade de ser aprovado no vestibular, imaturidade) 
INSTITUIÇÂO 5
- Professores (conhecimento pedagôgico, interaçâo com os alunos)
- Matriz curricular (interdisciplinaridade, ciclo bâsico unificado)
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